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1. INTRODUCTION 

1.1 BACKGROUND 

The United States Coast Guard (USCG), Office of Civil Rights (OCR) is regionally 
divided into three “Areas” reporting to Area Commanders—LANTAREA, PACAREA, 
and Headquarters, which have jurisdiction over the entire 50 states and territories.  
OCR carries out national-level activities and reports to the Commandant.  As of 2007, 
the USCG military and civilian workforce was composed of 48,094 employees—40,698 
military personnel and 7,396 civilian personnel. 1  OCR’s purview of responsibility 
includes USCG employees, as well as USCG customers and applicants for employment.  
Thus, OCR’s operations and activities affect a multitude of stakeholders as shown in 
Figure 1 below. 

Figure 1—Universe of U.S. Coast Guard, Office of Civil Rights, Stakeholders 

 

The mission of the USCG OCR is “to foster and maintain the model workplace in 
support of mission execution.”  The USCG OCR carries out its mission by upholding 
federal laws, policies, and guidelines prohibiting discrimination in employment against 
USCG personnel, applicants for employment, and those receiving services or benefits 
from programs sponsored by the USCG.  OCR also provides policy and oversight for 
equal opportunity, affirmative employment, training and human resources activities, as 
well as advisory and consulting support to internal and external customers.   

                                                 
1  See “US Coast Guard Snapshot” at http://www.uscg.mil/top/about/doc/uscg_snapshot.pdf (last accessed 

February 4, 2009). 
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In addition, OCR espouses Five Field Civil Rights Missions that delineate the civil rights 
objectives for Field locations: 

• Demonstrate command leadership; 
• Develop an organizational culture that values diversity; 
• Correct civilian workforce imbalances; 
• Resolve complaints at the lowest level; and 
• Promote affirmative outreach in the community. 

1.2 PURPOSE AND SCOPE 

In September 2008, the USCG retained Booz Allen Hamilton (hereinafter “Booz Allen 
team”) to conduct a “top to bottom review and evaluation of the United States Coast 
Guard’s Office of Civil Rights program.”  The specific task was to conduct an 
assessment of the current state and to provide findings and recommendations.  
Additionally, the Booz Allen team was directed to analyze the risks and weaknesses of 
security and the safeguarding of information and to examine the policies, processes, 
and procedures in place to safeguard and ensure the confidentiality and privacy of 
information. 

The primary goal of this Program Review was to assess the current state of OCR and the 
USCG civil rights organization and to determine the appropriate next steps required for 
the organization to be a highly functioning entity within the USCG.  Also, the Booz 
Allen team sought to identify organizational challenges that may affect the productivity 
of the civil rights program and to identify areas for organizational change that would 
enable OCR to increase its overall efficiency and effectiveness. 

In addition to the “top-to-bottom review,” the Booz Allen team examined website pages 
(blogs) where OCR has been the subject of persistent allegations.  It was noted that 
general comments and congressional inquiries had been based on these blog entries, 
which have pertained to allegations regarding OCR senior management, operations, 
personnel activities, core business activities, and ongoing discrimination complaints. 

In conducting this Program Review, the Booz Allen team reviewed the functional 
elements of the OCR civil rights program, including its structure, policies, and 
procedures, as well as the processes that are in place to safeguard official information 
and ensure the confidentiality of information contained in complaint files.  The Booz 
Allen team also considered any available performance measures, all applicable civil 
rights laws and regulations, and the USCG’s overarching mission.  This process also 
afforded internal and external stakeholders an opportunity to provide the Booz Allen 
team with insights about perceived organizational strengths and weaknesses and 
opportunities for improvement.  An additional consideration during this Program 
Review was the impact of recommendations on OCR’s current and future alignment 
with the forthcoming USCG Modernization.  Although the Program Review activity 
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was initiated by USCG, this Final Report was reviewed by the Department of 
Homeland Security’s (DHS) Office of Civil Rights and Civil Liberties and incorporates 
comments provided by that office pursuant to the Performance Work Statement 
requirements. 

The key findings contained in each section of this Final Report provide a “snapshot” of 
the principal issues and themes determined during the assessment process.  These 
findings are based on the analysis of documents received from OCR and other USCG 
entities; observations made by the Booz Allen team; interviews with key Field position 
incumbents at Headquarters, LANTAREA, and PACAREA; and conversations with a 
variety of other stakeholders.   

1.3 APPROACH 

During the course of this analysis, the Booz Allen team employed a three-step process 
through which the team:  (1) worked with senior client leadership to baseline and 
validate agency requirements in the form of a requirements traceability matrix (RTM); 
(2) conducted a gap analysis by gathering data through interviews and data requests, 
and using baseline documentation to identify compliance gaps and environmental risks; 
and (3) developed a Final Report with specific, measurable, action-oriented, realistic, 
and time-bound (SMART) recommendations. Throughout the baseline analysis and 
evaluation, the Booz Allen team considered the principles of the Equal Employment 
Opportunity Commission (EEOC), Management Directive 715 (MD-715), which 
describes the basic elements necessary to create and maintain a Model EEO Program, 29 
Code of Federal Regulations 1614 (29 C.F.R. 1614), and other relevant laws and statutes. 

Figure 2—Booz Allen Gap Analysis Methodology 

 

Upon completion of data collection and analysis, the Booz Allen team constructed 
scenarios describing the current state and desired future state for all elements and 
components within the scope of the Program Review.  While the current state scenarios 
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were based on actual OCR performance data, the future state scenarios and 
recommendations were based on organizational effectiveness best practices, EEO policy 
domain knowledge, OCR vision and mission statements, and specific knowledge of 
OCR’s strategic intent. 

Following data collection and analysis, the Booz Allen team compared the attributes of 
the current state to the future state to identify gaps.  The resulting gap analysis became 
the basis for the findings and conclusions leading to the recommendations.  The 
recommendations presented are directed toward creating an organization with the 
necessary strategy, structure, processes, metrics, and competencies to realize the OCR 
vision—that is, “[t]o be the conscience, champion, and advocate for a Coast Guard 
workforce that reflects the labor force and values differences among individuals so that 
all members of Team Coast Guard may reach their fullest potential.” 

1.4 DATA REQUIREMENTS 

At the outset of the assessment process, the Booz Allen team presented OCR with a 
comprehensive strategy to collect, compile, analyze, and summarize both qualitative 
and quantitative data so that valid and significant conclusions could be drawn. 

In order to conduct a robust review of OCR’s current state and effectiveness, the Booz 
Allen team requested a variety of documents and records.  Where discrepancies were 
observed between data received directly from OCR and data obtained by other means, 
the Booz Allen team requested clarification from OCR and based its analysis on the 
information received thereafter from OCR.  When there was no response, the Booz 
Allen team drew conclusions from the data presented. 

1.5 STAKEHOLDER INTERVIEWS 

The first objective was to identify internal and external stakeholders.  These individuals 
were chosen because of their knowledge of the indicators of organizational effectiveness 
and efficiency that include— 

• How OCR is organized; 
• How OCR is governed and managed; and 
• The laws, statutes, regulations, and policies for which OCR has oversight and 

enforcement responsibilities. 

The Booz Allen team developed an interview protocol that was reviewed and approved 
by OCR senior staff.  Thereafter, more than 70 interviews were conducted with current 
and former Coast Guard employees to obtain information relative to a historical 
perspective on OCR, the skills and abilities of civil rights personnel, the relationship of 
OCR to other USCG units, Field operations, budget and financial data, OCR climate, 
and OCR organizational capabilities.  All participants were assured of confidentiality 
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during the interview process.  Results were aggregated so that no one individual’s 
responses were identifiable or attributable.   
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recommendations contained in this Program Review.  The Team Leader of the Strategic 
Plans and Resources Management Team was asked to play a lead role in finalizing the 
strategic plan.  However, it was ultimately the Director who finalized the Strategic Plan.  
Only a small number of interviewees indicated that they understand the vision, 
business goals and key success indicators of OCR.  However, a plan is in place to brief 
managers and Field personnel on the current Strategic Plan.   

2.4 SOCIAL MEDIA AND BLOG ACTIVITY 

The USCG demonstrates its priority for disclosure and transparency through the use of 
social media.  One such mechanism is iCommandant, a web journal through which the 
Commandant disseminates information and messages to the USCG workforce.  This 
interactive platform also enables viewers to ask questions and remain engaged as the 
USCG undertakes its Modernization effort. 

The activities of the USCG civil rights organization have been the recurring subject of 
allegations on other website pages—in particular, the Coast Guard Report, an unofficial 
blog not endorsed by USCG. 4  For example, this particular blog contains negative 
assertions about OCR operations, allegations about the Director of OCR, and other 
criticisms of OCR’s business processes.  While the limited scope of this Program Review 
prevented a full examination of the myriad references to the Director and the civil rights 
organization at-large, the Booz Allen team confirmed that some of the content posted to 
the Coast Guard Report blog was false and inaccurate. Some examples follow: 

1) The blog asserts that 17 individuals have left the USCG civil rights organization 
as the direct result of dissatisfaction with the Director of OCR.  With respect to 
this list of 17 individuals published on the Coast Guard Report, allegations that the 
Director of OCR is directly responsible for attrition of the Field Civil Rights 
Service Providers included on this list are inaccurate because the Field Civil 
Rights Service Providers are hired by the commands and report directly to a 
Field Commander and not the Director of OCR.  Consequently, the Director did 
not have hiring/firing authority over the Field Civil Rights Service Providers 
identified. 

2) The blog site suggests that although invited, the Director has not visited 
commands.  The Booz Allen team has verified that the Director has visited a 
wide variety of commands, including cutters, air stations, districts, sectors, and 
small boat stations.  She has also inspected duty stations and flown on aircraft. 

3) The blog site reported that OCR submitted the MD-715 Report, submitted 
annually to DHS, absent receipt of all Field reports and input from the Areas.  
The Booz Allen team has determined that on the day that this item was posted 

                                                 
4  See http://www.coastguardreport.org (last accessed February 4, 2009). 
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on the Coast Guard Report, the OCR staff was still working on the MD-715 Report, 
in preparation for review by the Director.   

4) The blog site has suggested that the Director does not possess the requisite civil 
rights knowledge and experience to hold the position of Director. A review of 
information provided indicates that the Director has supervised commensurate 
staffs and has conducted full reviews of EEO offices.  The Booz Allen team has 
also verified elements of the Director’s background.  It is also noted that the 
Director was vetted through interviews by USCG and DHS, and, as with other 
members of the Senior Executive Service, a contract firm conducted a full 
background check.   

The assertions and allegations contained on the blog site have prompted myriad 
inquiries and requests for clarification—both internal and external.  The record reflects 
that the Director and Deputy Director have spent significant time developing and 
providing responses for USCG leadership to assertions and allegations against the 
Director and OCR operations appearing on blog sites.  Of note is that the Coast Guard 
Investigative Service conducted an investigation of allegations of wrongdoing against 
the Director that were contained on the Coast Guard Report blog.  Upon completion of 
the investigation, the Coast Guard Investigative Service cleared the Director of any 
wrongdoing.   

Both OCR and USCG leadership have responded to the blog site activity using varying 
means.  For example, on November 4, 2008, USCG released ALCOAST 548/08, which 
delineated the responsibilities of USCG personnel who post content on the Internet 
regarding the USCG and possible disciplinary action in the event of unauthorized 
postings. 5  The Director of OCR conceived a publication, Our Space, which addressed 
inaccurate blog entries and misinformation posted, and cautioned civil rights personnel 
regarding disclosing privacy-protected EEO records.  The Director prepared at least one 
summary DIGEST for her chain of command. 6  Beyond these activities, there have been 
few, if any, direct refutations of the factual accuracy of content contained on the blog or 
official and specific acknowledgment of inaccurate information posted.  

OCR has undertaken other initiatives such as “News” on its website to present a more 
accurate picture of the office and its functionality. 7  Although this serves as an effective 
means by which to communicate civil rights related information, the record reflects that 
the sustainment of this activity falls on the Director and Deputy Director because they 
are the only ones who have written or offered material for this activity.   

                                                 
5  See Appendix B—U.S. Coast Guard, ALCOAST 548/08, COMDTNOTE 5700, SUBJ:  Social Media—Unofficial 

Internet Posts, November 4, 2008.   
6  See Appendix C—United States Coast Guard, CG-4229, DIGEST, Blog Postings about CG Civil Rights Program, 

February 8, 2008. 
7  See http://www.uscg.mil/hq/cg00/cg00h/News/News.asp (last accessed February 4, 2009). 
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2.5 OCR / FIELD COORDINATION 

The Booz Allen team observed a disconnection between OCR and the Areas/Districts, 
which was confirmed during interviews with both OCR staff and Field Civil Rights 
Service Providers.  Furthermore, information received during this Program Review 
indicates that communication is more difficult than necessary between OCR and Field 
Civil Rights Service Providers.  The observed disconnection appears to be a function of 
the overall USCG civil rights organizational framework through which the Field Civil 
Rights Service Providers report directly to their respective commands rather than to 
OCR.  The diffused nature of Civil Rights Service Providers locations dilutes field 
communication and interaction with OCR.   

During interviews, some Field Civil Rights Service Providers suggested that there is 
minimal communication and interaction with OCR.  However, documentation provided 
to the Booz Allen team demonstrates that during Fiscal Year 2008 (FY08), OCR 
conducted structured teleconference calls with Field Civil Rights Service Providers.  
OCR also hosted three offsite training and development conferences for Field Civil 
Rights Service Providers at which the Director was present and, in some instances, 
chaired the conference.  Many who attended these conferences reported that they were 
both productive and worthwhile activities that afforded considerable opportunity for 
field personnel to engage with OCR staff directly.  Information received also indicates 
that ongoing OCR responds to and initiates numerous e-mail inquiries from Field 
personnel, and has participated in numerous conference calls with Field personnel.  It 
was also reported by Field Civil Rights Service Providers that certain Area Equal 
Opportunity Managers have specifically instructed the Field Civil Rights Service 
Providers not to directly communicate with OCR and, instead, to channel all OCR 
inquiries through the Area Equal Opportunity Managers.   

Some members of the senior staff reported a lack of teamwork among the senior staff 
and the Director although there appear to be many opportunities to engage as a team.  
For example, OCR conducts weekly senior staff meetings and “all hands” meetings on 
at least a monthly basis.  In addition, there are other intermittent meetings between the 
Director, Deputy, and members of the senior staff.  The Director and other members of 
the senior staff reported viewing weekly senior staff meetings as opportunities to 
brainstorm, present problems, share best practices, and stay informed about details of 
matters arising in other divisions.  It was also reported however, that at times, the 
weekly staff meetings were protracted and unnecessarily long owing to the propensity 
of some participants to initiate conflict and disagreements and, as well, insist on 
disclosure and discussion of protected information or insist that others do so.  Although 
senior staff meetings are intended to be confidential forums for information sharing, it 
was reported that some of the items raised at such meetings have subsequently been 
discussed (some out of context) on the aforementioned blog site. 
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With respect to business processes, throughout OCR’s more than 30-year history, few of 
its business activities were explicitly defined over time.  Consequently, execution often 
depends on individual efforts and interpretation.  While some business processes have 
been introduced within the last 2 years, these efforts have not mitigated the problems 
associated with years of operating without comprehensive Standard Operating 
Procedures (SOP).  Consequently, OCR has very few SOPs in place.  During interviews, 
many Field staff indicated that they perform their duties on the basis of informal 
understandings, their own interpretation of 29 C.F.R. 1614, and their understanding of 
the associated functional requirements.  This informal approach does not ensure a 
consistent standard of service and, therefore, does not engender performance 
accountability.   

The SOPs that were provided to the Booz Allen team related to complaint processing 
procedures, and operational matters.  The Policy and Plans Division had no SOPs for 
the Equal Opportunity Review process (EO Review) nor did the Compliance and 
Liaison Division offer any for Affirmative Employment activities.  The Booz Allen team 
observed that SOPs, to the extent that they do exist, are contained in files on shared 
drives within the various divisions/teams and are not accessible to others or available 
to all personnel. 

2.6 EQUAL OPPORTUNITY MANUAL 

The Equal Opportunity Manual was published for the first time in 2005 under acting 
leadership to serve as the guiding document for enterprise-wide civil rights operations.  
This was a significant step toward providing standard guidance for civil rights activities 
because no such document had ever been issued in OCR’s entire history.  While this 
was a positive step forward for providing cohesive guidance, the Equal Opportunity 
Manual contains some flaws and lacks specificity for effectively implementing OCR 
policy.  (The Equal Opportunity Manual will be discussed in greater detail throughout 
this document.)   

Since the original publication of the Equal Opportunity Manual in 2005, the OCR staff 
has identified necessary corrections and updates that have arisen.  In January 2008, the 
Director assigned two senior staff (Chief, Compliance and Liaison Division, and Chief, 
Policy and Plans Division) to a Temporary Working Group with a 100-day duration to 
rewrite the Manual, with all other day-to-day duties and responsibilities being 
reassigned to others within the office.  (The Equal Opportunity Manual update 
assignment was previously assigned to the Policy and Plans Division in 2006 and 2007 
but was not carried out in the previous two cycles.)  The aforementioned Working 
Group was to complete the update in April 2008.  However, the Working Group 
requested and received extensions for work, which concluded in August.  Based on a 
subsequent review of the Working Group version of the Manual by Area/OCR senior 
staff, it was determined that additional revisions were required, which are ongoing.  
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The Temporary Working Group was also tasked with additional policy development 
activities that were not completed. 8  

2.7 KEY FINDINGS 

• Organizational Framework:  The current organizational structure of the USCG 
civil rights organization is diffuse and lacks the organizational accountability 
achievable from a cohesive, centralized reporting structure.  The current 
structure enables Areas/Districts to implement individualized approaches to, 
and interpretations of, 29 C.F.R. 1614, Management Directive 110, and other 
relevant laws and statutes, rather than conforming to an enterprise-wide SOP.  
This decentralized approach also has resulted in inconsistent policy application 
and lack of uniformity, as has been stated in past “top-down” reviews of the 
office. 

• Organizational Framework:  The USCG civil rights organization is decentralized, 
thereby enabling Areas/Districts to operate autonomously with limited 
interaction with and oversight by OCR. 

• Strategic Planning:  The Booz Allen team received a strategic plan that is 
considered a working document.  A plan is in place to brief and offer guidance to 
managers and Field personnel on the overall plan.  

• Strategic Planning:  None of the four operating units within OCR have formal 
strategic plans in place that would feed into the overall OCR strategic plan.   

• Social Media and Blog Activity:  Assertions and allegations about OCR 
operations and leadership posted on unendorsed blog sites have prompted 
internal and external inquiries concerning the validity of such assertions and 
allegations.  This has resulted in the Director and Deputy Director devoting 
significant time to providing the required responses. 

• Social Media and Blog Activity:  Assertions on the blog that the Director of OCR 
is directly responsible for attrition of Field Civil Rights Service Providers are 
misplaced because the Field Civil Rights Service Providers are hired by the 
commands and report directly to a Field Commander and not to the Director of 
OCR.   

                                                 
8  In addition to Equal Opportunity Manual revisions, the Temporary Working Group was charged with 

“[Undertaking] a cross-cutting review and evaluation of policies and organizational practices…[In addition] the 
Working Group shall conduct a comprehensive internal review and analysis of those existing policies identified 
for revision or update, and reach out to both Coast Guard governmental partners to obtain relevant 
recommendations and, where applicable concurrence.”  (See Memorandum:  “Office of Civil Rights Temporary 
Working Group on Policy,” dated January 28, 2007.) 
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• Equal Opportunity Manual:  The Equal Opportunity Manual lacks specificity.  
Based on a review by Area/OCR senior staff of the draft prepared, it was 
determined that additional revisions were required, which are ongoing. 

• Equal Opportunity Manual:  The Booz Allen team was not able to determine the 
reasons that the Equal Opportunity Manual produced in 2005 was deemed 
insufficient.  The team has reviewed the draft update produced by the Working 
Group and has concluded that it is not sufficiently detailed and needs to be 
augmented by, and synchronized with, SOPs. 
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3. PRIVACY AND RECORDS MANAGEMENT 

3.1 BACKGROUND 

The Booz Allen team recognizes that OCR has a significant responsibility to ensure the 
privacy, confidentiality, and integrity of Personally Identifiable Information (PII) 
generated through the investigative process and equal opportunity program activities.  
The failure to establish and maintain strong PII controls can lead to data vulnerabilities 
and have a significant impact, including potential fines and penalties, congressional 
scrutiny, and agency embarrassment. 

An effective privacy and records management strategy safeguards against the improper 
exposure of sensitive data.  An effective strategy will also help to ensure that sensitive 
data in electronic or paper form is accessed and viewed only by appropriate personnel 
who have a “need to know” the information contained in those particular records.  Such 
a strategy generally includes processes for the secure handling, retention, and 
disposition of personal documents. 

In June 2007, DHS issued a Memorandum (Review of Safeguarding Policies and Procedures 
for Personnel-Related Data) to all component leadership within DHS.  This memorandum 
instructed each component to ensure that policies and procedures to safeguard PII are 
in place and fully implemented. 9   

In response to this memorandum, USCG established the “Cross Functional CG Privacy 
Team” to review, identify, and analyze paper-based and information technology related 
systems, programs, and facilities containing personnel-related data.  This team 
completed the DHS Self Assessment for Personnel-Related Data and ensured that all 
employees with access to personnel-related data have taken the mandated privacy and 
security awareness training. 

3.2 CURRENT STATE 

The Booz Allen team has determined that much of the handling of documents varies as 
a function of command practices and is not conducted in a prescribed and standardized 
manner.  In addition, files containing PII were observed unattended and unlocked at 
Field locations, although it was noted that there is limited storage space for complaint 
files.  The lack of a comprehensive strategy that prescribes uniform and secure 
management of sensitive data exposes employees and the agency to increased risk with 
respect to disclosing personnel-related and complaint-related information.  The topic of 

                                                 
9  See Appendix D - Department of Homeland Security, MEMORANDUM, SUBJ:  Review of Safeguarding Policies 

and Procedures for Personnel-Related Data, June 13, 2007.  Each Component Head was instructed to:  1)  Convene a 
Component-level cross functional review team to conduct a self-assessment of the handling of personnel-related 
data, 2)  certify that all employees with access to such data have taken mandated privacy and security awareness 
training, and 3) implement the “Updated DHS Policies and Procedures Regarding the Handling of Personnel-
Related Data.” 
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privacy was, however, addressed during a meeting which the Director held at the 
Defense Equal Opportunity Management Institute earlier this year and, again at the 
annual civil rights conference during which an EEOC Administrative Judge offered a 
presentation on privacy.   

Recent postings on the aforementioned blog site indicate that sensitive and confidential 
information has been disclosed in a manner inconsistent with an effective privacy and 
records management strategy.  In addition, the blog site has, in some instances, 
included information on ongoing complaints, which is to be considered confidential.  
Based on a review of blog content, it appears that improper disclosures of information 
regarding complaint activity has occurred and also that inconsistent privacy and 
records management programs are used and based on local practices and policies. A 
standardized and overarching policy and SOP would mitigate such disclosures.  OCR 
has taken several steps to curtail the dissemination of PII and confidential information 
on blog sites, which has included the issuance of a publication (Our Space), the DIGEST 
entitled “Blog Postings about CG Civil Rights Program,” the initiation of a complaint 
investigation with USCG Investigative Service, and meetings with Area commands to 
share concerns regarding information that was inappropriately leaked. 10 

In addition to concerns about the lack of privacy protections for complaint files and PII, 
there are also concerns noted regarding the release of PII during the complaint process.  
For example, it has been noted that EEO Counselors who are new to the process have 
inappropriately released PII to Responsible Management Officials during the complaint 
process in violation of the Privacy Act of 1974.  In addition, EEO Counselors have also 
provided Responsible Management Officials with information that the Responsible 
Management Officials are not necessarily entitled to—such as complaint files, specific 
information on allegations presented, and specific information concerning medical 
conditions alleged as the basis for a claim of disability discrimination.  Additionally, it 
was reported that EEO Counselors are not properly redacting social security numbers 
and other personal information from information included with EEO Counselor 
Reports.  There are additional concerns with the accessibility of the complaint 
management system, the EAGLE database, which houses data for all active/closed 
complaints.  The specific concern presented is that EAGLE is accessible to people other 
than those who have a “need to know.”   

There are also concerns that other entities within USCG request complaint information 
from OCR thereby disregarding privacy requirements that would prevent this release of 
such information.  It is noted that such releases were formerly a longstanding practice 
and that recent changes in practice that disallow the release of protected records has 
been criticized on the Coast Guard Report. 

                                                 
10   See Appendix C—United States Coast Guard, CG-4229, DIGEST, Blog Postings about CG Civil Rights Program, 

February 8, 2008. 
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It should also be noted that the Equal Opportunity Manual contains language that may 
compromise the confidentiality of complaint records and that potentially may violate 
the Privacy Act of 1974.  That is, “the RMO [Responsible Management Official] has the 
right to be provided a copy of the actual complaint and be notified of the names of 
witnesses.”  (See Equal Opportunity Manual, 3-F-23, COMDTINST M5350.4B.)  Neither 
29 C.F.R. 1614 nor Management Directive 110 contain such a provision.  Moreover, the 
guidance provided in that entire section (i.e., 3-F-23) is vague and does not provide a 
reader with a step-by-step process to determine whether the release of documents is 
appropriate. 

3.3 KEY FINDINGS 

• Privacy Policy:  The 2005 Equal Opportunity Manual did not address and OCR 
does not have a formal privacy and records management policy reflected that 
would help to ensure the secure handling of sensitive information. 

• Privacy Policy:  There are no SOPs in place that address privacy protections or 
appropriate file-handling procedures to ensure the protection of PII. 

• Data Protection:  Civil Rights Service Providers have inappropriately released 
PII during the complaint process in violation of the Privacy Act of 1974. 
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4. PROGRAM ELEMENTS 

4.1 COMPLIANCE AND LIAISON DIVISION 

The Compliance and Liaison Division is administered by the Chief of the Compliance 
and Liaison Division (GS-15) and three other individuals—a Senior Equal Opportunity 
Compliance Officer (CDR), an External Compliance Manager (GS-14), and an 
Administrative Specialist (GS-9).  Additionally, the Compliance and Liaison Division is 
responsible for implementing and overseeing the Affirmative Employment Program, 
Special Emphasis Program (SEP) management, and administration of external 
programs.   

4.1.1 Current State 

The Compliance and Liaison Division oversees the 
Affirmative Employment Program, which guides 
workforce analysis and recruitment efforts designed 
to ensure that qualified applicants from diverse 
groups are included in the recruitment pool for 
USCG vacancies.  In addition, the Compliance and 
Liaison Division is responsible for processing 
complaints arising from grantees and entities 
receiving federal funds pursuant to the Title VI of the 
Civil Rights Act of 1964 (Title VI), although the 
receipt of such complaints is very rare. 

4.1.1.1 Affirmative Employment 

In its review of Affirmative Employment initiatives, 
the Booz Allen team detemined during interviews 
conducted and data received that the Compliance 
and Liaison Division is charged to develop strategies 
that will effectively recruit, employ, and promote qualified members of EEO protected 
groups.  Toward that end, the Division also is charged to coordinate with Human 
Reources (GG-12) and the Office of Diversity (GG-12B) to locate relevant information 
and data for reports required by various agencies that monitor and/or have an interest 
in special emphasis activities.  While this appears to have been carried out, information 
provided to the Booz Allen team indicates that the execution of such activities required 
consistent involvement by the Director and Deputy Director (in the form of coaching, 
monitoring, and reminding).  The Compliance and Liaison Division is also responsible 
for reviewing diversity and equal employment opportunity policies, programs, and 
practices to identify program deficiencies and eliminate barriers to equal employment 
opportunity.  To a great extent, this activity appears to have been executed through 
telephone calls with the field.  There were very few outputs presented (written 
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communications, reports, spreadsheets) by which the Booz Allen team could better 
verified the Division’s role and impact. 

4.1.1.2 Special Emphasis Programs 

The Compliance and Liaison Division is charged with overseeing and implementing 
OCR’s SEP as part of its Affirmative Employment activities. 11   

Affirmative employment at USCG includes the following SEPs: 

• Martin Luther King Jr. Holiday;  
• National African American History Month; 
• National Women’s History Month; 
• Asian Pacific American Heritage Month;  
• National Hispanic Heritage Month; 
• National Disability Employment Awareness Month; and 
• National American Indian Heritage Month. 

OCR communicates upcoming SEP observances through the release of ALCOASTs, 
which appears to be the Division’s primary and most consistent work output.  
Information received during this Program Review indicates that draft ALCOAST 
messages frequently contain typographical and grammatical errors and also require 
additional context.  A review of FY08 ALCOASTs indicates that of the seven SEPs noted 
above, at least five were not prepared with adequate time for approvals or timely 
release (that is, before the onset of the designated month) thus eliminating the USCG 
workforce’s opportunity to sufficiently prepare for observances.12 

SEP activities are implemented by Field locations but with little or no involvement by 
OCR because OCR is not responsible for the daily operations of Field SEPs.  The SEP 
activities in the field consist primarily of cultural observances, which vary from food 
samplings consistent with a particular cultural observance to guest speakers at events 
designated to commemorate a specific occasion.  Information gathered during 
interviews and also from Equal Opportunity Review Reports indicates that while 
special observance activities are occurring with some regularity in the field, the full 
spectrum of special emphasis activity is not occurring.  More specifically, there is very 
little workforce analysis ongoing in the field or examination of barriers that may inhibit 
equal employment opportunity in the workplace.  In many instances, the absence of 
SEP activity in the field (beyond special observances) was attributed during interviews 
to a lack of available resources in the field.  While it was reported during interviews 
that OCR uses the Equal Opportunity Review process (EO Review) to verify that SEPs 

                                                 
11  In accordance with the Equal Opportunity Manual, the Policy and Plans Division also affects SEPs in that it 

develops policies and provides guidance for Coast Guard-wide implementation of Affirmative Employment 
Programs. 

12  Source:  OCR FY 2009 Strategic Plan. 
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are in place, there were no documents produced that would have confirmed the 
existence of formal or measurable reporting activities and/or processes by which the 
Compliance and Liaison Division gauges the success of SEP activities or similar 
accomplishments in the field.   

The Equal Opportunity Manual describes the mandatory SEP elements for the 
commands, optional SEPs, and various outreach programs.  (See Equal Opportunity 
Manual, 3-C-9 through 3-C-12, COMDTINST M5350.4B.)  However, the Equal 
Opportunity Manual contains no guidance on the process for actual implementation of 
SEPs, performance measures that would enable the commands to assess the success of 
its SEPs, or a structured process for conveying the results of SEPs in the field to OCR.  
While some of these mechanisms may in fact exist, they are not delineated in the Equal 
Opportunity Manual, which is the governing document “for the operation of the Coast 
Guard Military Civil Rights and Equal Opportunity (EO) and Civilian Equal 
Employment Opportunity Program.” 13  The absence of this guidance is important 
because SEPs in the field are primarily managed by Collateral Duty Special Emphasis 
Program Managers and others who have limited experience with, and understanding 
of, special emphasis activities and their purpose under MD-715. 

4.1.1.3 External Reporting 

The Compliance and Liaison Division is 
responsible for developing and evaluating 
plans, reports, and programs to comply with a 
variety of EEO laws, regulations, directives, and 
Commandant Instructions regarding 
affirmative employment.   

The Compliance and Liaison Division also 
engages in external compliance activities 
designed to ensure that grant recipients comply 
with legal and legislative requirements 
pursuant to Title VI of the Civil Rights Act of 
1964.  Toward that end, the Compliance and 
Liaison Division is responsible for verifying that 
grant recipients have submitted assurance 
statements providing their intent to comply 
with all mandated legislative requirements.  In 
the event an assurance statement has not been submitted or is in need of revision, the 
Compliance and Liaison Division contacts the recipient and requests that the assurance 
statement be submitted or revised.  It is noted, however, that although a full-time 
resource is devoted to handling Title VI complaints received, such filings are rare. 

                                                 
13  In accordance with Commandant Instruction M5350, November 1, 2005. 
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4.1.1.4 Awards Program 

The Equal Opportunity Manual confers 
responsibility for the administration of the 
Equal Opportunity and Civil Rights 
Individual Awards to the Compliance and 
Liaison Division.  This activity requires 
oversight of the awards program, the 
selection process, and the awards 
ceremony, which includes both individual 
awards and unit awards.  Consistent with 
Commandant Instruction M5350.4B, OCR 
solicits nominations for the equal opportunity and civil rights individual awards via 
ALCOAST.  The Chief of the Compliance and Liaison Division oversees this process.  
While feedback received from multiple stakeholders indicates that the awards program 
is highly regarded, it is noted that much of the work related to this activity is 
administrative in nature such as seating an evaluation panel, informing participants 
that they have been selected for award, writing ALCOASTs, and arranging logistics.  
Award winners are generally announced via ALCOAST, although in some instances, 
the postings have not been timely.   

4.1.1.5 National Partnership in Education Program 

Another program under the purview of the Compliance and Liaison Division is the 
National Partnership in Education (PIE) program, which encourages the cultivation of 
partnerships with educational institutions and strives to help achieve equal opportunity 
and generate career interest in the USCG.  A review of the PIE program implementation 
indicates that it offers a wide variety of programs that are well received by both USCG 
personnel and students-at-large.  The Equal Opportunity Manual identifies the 
oversight of this activity as a responsibility of the Compliance and Liaison Division.  
However, OCR reassigned this activity to the Director’s office in 2007.   

4.1.2 Key Findings 

• Operations: Unlike most of OCR, the nature of work within the Compliance and 
Liaison Division occurs at regular intervals.  ALCOASTs are drafted and issued 
for special observance months.  The awards program is seasonal, commencing in 
May and concluding in September.  Although the Division is responsible for 
complaints arising under Title VI of the Civil Rights Act of 1964, the receipt of 
such complaints is extremely rare. 

• Output:  The Compliance and Liaison Division shows few outputs and metrics 
by which its business impact can be evaluated. 
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• Awards Program:  The Equal Opportunity and Civil Rights individual awards 
program is highly regarded throughout USCG. 

• SEP Activity:  The structure and content of SEP activities varies among the Field 
locations and in many instances is limited to special observances only.   

• SEP Activity:  With respect to SEP activities, there is little indication of 
significant workforce analysis, identification of barriers/areas of under-
representation, or how to address these activities—with the exception of activity 
surrounding data calls for the MD-715 Report.   

• SEP Implementation:  Although the EO Review process is used to determine 
whether SEPs are in place at Field locations, the EO Reports contain neither an 
indication of how the particular programs are implemented nor a measure of 
their success. 

• Guidance on SEP Activities:  OCR provides limited direction and guidance to 
the Field on special emphasis activities other than that articulated in the Equal 
Opportunity Manual.  In addition, the Equal Opportunity Manual lacks 
sufficient guidance and specificity concerning the establishment and operation of 
SEPs at Field locations.   

• Resource Usage:  Based on a review of the Compliance and Liaison position 
descriptions and interviews, it appears that certain positions within the 
Compliance and Liaison Division are not fulfilling the full scope of their job 
descriptions and, instead, are performing work commensurate with a lower 
grade level (i.e., administrative tasks). 

• PIE Program:  The PIE Program is highly regarded throughout USCG and is well 
executed. 
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4.2 POLICY AND PLANS DIVISION 

The Policy and Plans Division is led by a Chief 
(GS-15) along with five other resources, including 
a Workforce Analyses Program Manager (GS-14), 
Senior Military Equal Opportunity Officer (CDR), 
Instructional Systems Specialist (GS-13—Vacant), 
Military Equal Opportunity Officer (LT), and 
Administrative Specialist (GS-9).   

4.2.1 Current State 

Among other duties, the Policy and Plans 
Division is responsible for overseeing EO 
Reviews, leads the preparation of the MD-715 
Report, develops EO policies and procedures, 
and coordinates training activities for the civil 
rights organization.  The Policy and Plans 
Division is also charged with developing policies, 
procedures, and guidance for implementing civil 
rights legislation, EEO laws and statutes, and 
Commandant Instructions and regulations.  In addition, a member of the Policy and 
Plans Division currently serves as OCR’s representative on the Commandant’s 
Diversity Advisory Council—a group established to address workplace climate and 
diversity concerns at USCG.  (Note:  There is no specific requirement that this position 
be occupied by a member of the Policy and Plans Division.) 

4.2.1.1 Management Directive 715 

EEOC Management Directive 715 describes the basic elements necessary to create and 
maintain a “Model EEO Program” as follows:  

• Demonstrated commitment from agency leadership; 
• Integration of EEO into the agency’s strategic mission; 
• Ensuring management and program accountability; 
• Proactive prevention of unlawful discrimination; 
• Efficiency; and 
• Responsiveness and legal compliance. 

Pursuant to MD-715, OCR must complete a self-assessment to determine the extent to 
which its program meets Model EEO Program requirements.  The Policy and Plans 
Division is responsible for leading the development of the MD-715 Report, which 
reports the assessment results and identifies barriers to equal participation in the 
workforce.  A review of the 2006 and 2007 MD-715 Reports indicates that the Division 
prepares a MD-715 Report, the objective of which is to comprehensively address 
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accomplishments as well as areas for improvement.  Of particular note are the 
Executive Summaries (Part E), which are robust and provide comprehensive 
information on affirmative employment activities.  However, there is little indication of 
ongoing strategic analysis by the Policy and Plans Division to support the findings and 
next steps delineated in the MD-715 Report. 

The development and compilation of the MD-715 Report requires coordination and 
input from the Policy and Plans Division and the Field.  Interviews revealed that Areas 
and Districts do not receive the necessary source data from the Policy and Plans 
Division (some of which is obtained from DHS) to prepare comprehensive responses to 
data calls, and, in some instances, the analysis of critical data elements has had to be 
omitted from response because of a lack of source data provided by OCR.  Another 
recurring concern presented was that the Areas often receive short time frames within 
which to provide OCR with requested content for the MD-715 Report.  The Policy and 
Plans Division maintains that fourth quarter data (required for MD-715 preparation) 
comes from the Office of Human Resources and DHS and is sometimes received with 
minimal time remaining for analysis. 

4.2.1.2 EO Reviews 

A significant responsibility of the Policy and Plans Division is the implementation and 
oversight of the EO Review process.  This activity uses a high percentage of the Policy 
and Plan Division’s resources.  According to the Equal Opportunity Manual, the 
purpose of EO Reviews is to accomplish the following: 

• Determine unit effectiveness in implementing the Five Field Civil Rights; 
Missions; 14 

• Identify best practices; 
• Offer recommendations for improving the Command’s EO program; and 
• Identify areas that may require program–wide action. 

(See Equal Opportunity Manual, 3-E-9, COMDTINST M5350.4B.) 

The Director instituted a new requirement that EO Reviews be determined through the 
Equal Opportunity Review Schedule Justification process, which considers the 
following elements to identify units for review:  Civilian/Military workforce 
demographics, geographical location, size and type of unit, previous needs identified, 
hate crime statistics, and noose incident locations.15  Regarding the review process, a 58-
question survey with questions on potential equal opportunity inhibitors is sent to each 
unit in advance of the EO Review team’s arrival onsite at the designated command 

                                                 
14  As noted previously, the Five Field Civil Rights Missions are: Demonstrate Command Leadership, Develop an 

Organizational Culture That Values Diversity, Correct Civilian Workforce Imbalances, Promote Resolution of 
Complaints at the Lowest Level, and Promote Affirmative Outreach in the Community. 

15  See Appendix E—Equal Opportunity Review Schedule Justification, January 30, 2008. 
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location.16  The onsite review process is composed in large part of focus groups.  The 
primary purpose of the focus groups is the validation and elaboration of the survey 
results.  On the final day of the EO Review, the team briefs the Unit Commander on 
findings and preliminary recommendations.  Thereafter, a final EO Report is issued.   

The Equal Opportunity Manual provides general information on the background, legal 
mandate, purpose, preparatory steps, process, and evaluation report for EO Reviews.  
However, it is noted that the Equal Opportunity Manual does not provide specific 
information on benchmarks by which a command will be measured.  In addition, the 
Equal Opportunity Manual does not distinguish the process or procedures by which a 
large unit is assessed versus a smaller unit.  This is important because the structure, 
population, and operations of small units and large units may differ.  Also, in some 
instances, it may not be necessary to deploy the same size EO Review team to a smaller 
unit as to a larger one.  (See Equal Opportunity Manual, 3-E-8 through 3-E-10, 
COMDTINST M5350.4B.)  

According to the Director’s Strategic Plan document, it has been determined that OCR 
has conducted EO reviews since 1997.  Between 1997 and 2005, seven reviews or fewer 
were conducted each year.  In 2005, the Policy and Plans Division undertook an annual 
goal of 22 EO Reviews, with 10 to be conducted by OCR and 6 by each of the Areas—
that is, LANTAREA and PACAREA.  This goal of 22 reviews was established by the 
Policy and Plans Division prior to the current Director’s arrival at OCR.  However, in 
2006, the Areas were only able to conduct 7 EO Reviews as opposed to the targeted 12.  
As a result, OCR increased the number of EO Reviews it conducted to 15, as opposed to 
the targeted 10, to account for the difference.  In 2007 and 2008, 22 EO Review onsite 
visits were successfully completed each year.  The Booz Allen team is not able to 
determine the business justification for increasing the target goal to 22 EO Reviews 
annually nor was any information or data provided that would support or explain the 
rationale for such a decision. 

                                                 
16  See Appendix F—United States Coast Guard Equal Opportunity Review Survey. 
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Figure 3—EO Review Onsite Visits (2006–2008) 
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EO Review Reports vary in length but generally are 10 to 12 pages with a significant 
portion consisting of boilerplate language.  A review of EO Reports issued since 2006 
indicates that they are high level, contain minimal substantive analysis, provide very 
few detailed recommendations, and lack specificity.  A recurring theme throughout 
interviews was that the actual impact of EO Review Reports and the associated findings 
is minimal, and when useful information is provided, the units receive little to no 
guidance on how to implement corrective actions provided.   

A review of drafts offered to the Director between 2006 and 2008 revealed documents 
needing focus and analysis, and containing typographical and grammatical errors and 
substantive inconsistencies.  Consequently, the draft reports often required substantial 
changes before finalization.  In March 2008, the Director developed and implemented a 
revised EO Review format that called for much-needed additional evaluation.  This 
followed attempts by the Director to verbalize and offer written feedback on the EO 
Reviews.  The Director rewrote one of the reports to demonstrate the new level of 
explanation and detail expected.  While this example included additional evaluation, a 
review of subsequent reports developed suggests that staff have used the example 
developed by the Director as a template and are not, for the most part, engaging in 
actual additional analysis that would further customize the results.   

With respect to the EO Review function, the EEOC does not prescribe the manner in 
which self-assessment can be performed, leaving it to the agency’s discretion to tailor 
self-assessment activities to meet its particular needs.  USCG has chosen to conduct site 
reviews (EO Review) and has designated this self-assessment method as a formal 
program in its Equal Opportunity Manual.  The Equal Opportunity Manual does not 
reflect consideration of other evaluation tools that may offer greater efficiency and be 
more fiscally prudent (i.e., desk audits, point-of-service feedback questionnaires, 
workforce opinion polls, etc.). 
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As noted previously, the Director rightly now requires the staff to articulate a 
justification for the units that it selects for review.  While this represents progress, the 
Division could do more to analyze the utility and return on investment of this more 
than $70,000 annual investment.  In addition, EO Reviews seem to have fallen into a 
pattern, with the same number conducted annually without the Division being able to 
articulate how the target number came about or why the USCG workforce requires the 
onsite visit as opposed to other methods of evaluation.  

It should be noted that not all federal agencies conduct site reviews, and in fact many 
have greatly reduced or eliminated site visits either for lack of resources or utility of 
other self-assessment activities implemented to enhance overall effectiveness.  USCG 
already requires commands to conduct climate surveys annually and to act on the 
results. The Booz Allen team could not determine significant additional impact from the 
follow-up visits or a business case for the annual target goal of 22 EO Reviews. 

With respect to EO Reports, the Equal Opportunity Manual states, “the Commandant 
provides a final written report to the command approximately 45 days following the EO 
Review visit.” (See Equal Opportunity Manual, 3-E-10, COMDTINST M5350.4B.)  It is 
noted that the current Director inherited a backlog of nine EO Reviews when she 
arrived at OCR in 2006.  It is also noted that for the period 2006 through October 31, 
2008, the Policy and Plans Division accumulated a significant backlog of EO Review 
Reports, and there was no issuance of EO Review Reports within the prescribed 45-day 
time frame.  Data provided by OCR indicates that the backlog has been reduced 
significantly in recent months and all outstanding 2008 EO Review Reports are on 
schedule to be completed by the end of February 2009. 

Figure 4—EO Review Reports Issued Within 45 Days (2006–2008) 
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A backlog in the EO Review process has several tangible impacts.  First, the stated 
purpose of the EO Reviews—that is, to “assess and provide feedback to the command 
on the overall EO climate and state of its civil rights program”—is not met when EO 
Review Reports are protracted and delayed in release.  Second, once an EO Report is 
released after substantial delay, the findings and recommendations contained therein 
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have often been overtaken by events.  This may occur when, for example, a command 
leadership changes prior to a unit receiving the results of an EO Review. In this case, the 
original stakeholders are no longer present, and a new leadership has to be reoriented.   

Although this issuance delay is of significant concern, several contributors to this delay 
have been revealed.  First, the Director inherited a backlog of nine EO Reviews upon 
her arrival in 2006.  Second, the considerable increase in the annual EO Review target 
goal (22) from the previous annual average (6) in 2006 is significant, although the Booz 
Allen team was unable to determine where the specific instruction to increase the 
number of EO Reviews to 22 originated.  Third, the revised target goal came with no 
increase in staffing to support the greater productivity requirements.  (It is also noted 
that as a mitigation strategy to address the increased workload and lack of additional 
staffing for EO Review efforts, OCR staff throughout the office—that is, individuals 
outside of the Policy and Plans Division—participate on EO Review teams.)  Fourth, in 
March 2008, the Director developed and implemented a revised EO Review format that 
provided for additional evaluation and analysis.  In that regard, OCR staff needed time 
to acclimate to the new reporting requirements and revise any outstanding reports to 
conform to the new revised EO Report format.   

4.2.2 Key Findings 

• Resources for EO Reviews:  The Booz Allen team notes that the mitigation 
strategy adopted by the Policy and Plans Division to address the increased 
workload and lack of additional staffing for EO Reviews has been to have OCR 
staff throughout the office participate on EO Review teams.  While this may be 
an effective short-term solution, there is concern that individuals outside the 
Policy and Plans Division may not possess the requisite skillset and 
understanding of the EO Review process to provide the substantive EEO analysis 
required to make the process more meaningful and comprehensive. 

• EO Review Workload:  The Booz Allen team was unable to determine either a 
rationale or a business justification for the target goal of conducting 22 EO 
Reviews annually. 

• EO Review Resources:  The EO Review process draws from resources within 
OCR intended to fulfill other statutory requirements such as training, and 
complaints investigations and adjudication. 

• Equal Opportunity Manual:  The section in the Equal Opportunity Manual 
entitled “Equal Opportunity (EO) Review Program” (page 3-E-8) lacks specificity 
regarding the purpose, format, and structure of EO reviews. 

• Success of EO Reviews:  The EO Review process lacks metrics to define success.  
There are no measurable outcomes or root cause analysis for problems identified, 
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which, in turn, causes commands to narrow problems to discrete areas for 
improvement. 

• Quality of EO Reviews:  The EO Review process offers an opportunity to 
provide Field managers and supervisors with complaint metrics, proactive 
guidance, and data pertinent to their specific location.  However, OCR is not 
currently availing itself of this opportunity. 

• Quality of EO Reviews:  The EO Reports lack both substance and specificity.  EO 
Review Reports vary in length but generally are 10 to 12 pages, with a significant 
portion consisting of boilerplate language.  There is very little analysis and 
technical guidance contained therein. 

• Quality of EO Reviews:  The Commanders’ out-briefs tend not to include robust, 
actionable recommendations with associated implementation plans. 

• Approach to EO Reviews:  There is no distinction in process between the review 
of a large unit and that of a small unit.  There is no language in the Equal 
Opportunity Manual that requires tailoring the EO Review approach to the size 
of the particular command or unit, thus minimizing the opportunity to leverage 
best practices and/or past experiences with other similarly situated commands.   

• Approach to EO Reviews:  Currently, the EO Review process includes an onsite 
component.  There may be other more fiscally prudent methods for OCR to 
achieve its self-assessment objectives, such as desk audits, point-of-service 
feedback questionnaires, workforce opinion polls, etc. 

4.2.3 Office of Civil Rights EEO Training Programs  

The Policy and Plans Division of OCR 
has oversight and responsibility for the 
credentialing process of Equal 
Opportunity Advisors (EOA) and EEO 
Counselors.  In addition, the Policy and 
Plans Division maintains oversight of 
USCG employees in the areas of Human 
Relations Awareness (HRA) and Sexual 
Harassment Prevention (SHP) training.  
The Equal Opportunity Manual (page 2-B-4) cites the responsibilities of the Policy and 
Plans Division pertaining to training.   

4.2.3.1 Current State 

The Policy and Plans Division is responsible for coordinating the training activities of 
the organization, including developing, deploying, and administering policy and 
courses for the USCG workforce such as HRA and SHP.  Staff responsibilities include 
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“[ensuring] that these [Coast Guard] personnel have the correct knowledge, skills and 
abilities to perform their duties.” 17   

The Policy and Plans Division also oversees training for Civil Rights Service Providers 
throughout the USCG.  While this includes managing a USCG-wide training program 
for HRA and SHP courses, there is no training program in place for USCG employees 
beyond these requirements.  For example, there is no existing training program in place 
specifically designed to educate supervisors and managers on EEO-related matters.  
Furthermore, there does not appear to be any interaction with the Office of Personnel 
regarding the ongoing training needs of civil rights professionals.   

The Equal Opportunity Manual provides guidance on training delivery procedure, and 
timing.  The HRA training is required triennially and the SHP annually, and the results 
of the training are reported in the Training Management Tool.  Of the approximately 
19,000 to 20,000 personnel who should receive HRA training annually to ensure 
compliance with the triennial requirement, roughly 15,000 are being trained annually.  
Thus, approximately 25 percent of the staff each year lags behind in required HRA and 
SHP training.  This backlog compounds annually.   

The SHP course is composed of two components—an online portion and a live 
facilitated portion.  The online SHP course ensures consistency of the material 
presented.  However, the facilitated portion of the training does not appear to always be 
administered consistently even though there is a consistent structure.   

Based on information received through the Policy and Plans Division, 23 to 25 
instructors provide HRA and SHP training—16 active duty EOAs and 9 other Civil 
Rights Service Providers.  Upon review of existing HRA and SHP training modules, it 
has been determined that the HRA and SHP course curricula developed by EOAs are 
not standardized.  In fact, after initial review by the Defense Equal Opportunity 
Management Institute (DEOMI) instructors, there is no indication that these materials 
are reviewed thereafter for content accuracy and training best practices.  There also is 
no OCR policy review of the materials used by EOAs nor standardization of the 
materials used in the Field subsequent to the initial DEOMI review.   

Training records provided to the Booz Allen team indicate that with respect to the 
credentialing process for EEO Counselors, in some instances USCG personnel are not 
receiving training as required by the EEOC.  For example, a review of training data 
provided reveals that EEO Counselors are not all documented as having satisfied the 
legislatively mandated 32-hour training requirement for new federal EEO Counselors 
or, the required 8 hours of continuing EEO Counselor training (“refresher training”).  
Based on a review of training records provided, there are, in some instances, 
delinquencies as great as 5 years noted.  Furthermore, feedback from OCR and the Field 

                                                 
17  Position Description—Instructional Systems Specialist.  This position has been vacant since May 2008. 
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indicates that the Collateral Duty Counselors often do not possess the requisite 
experience to serve as effective EEO Counselors and that the skillset required is not 
being attained through EEO Counselor training and/or periodic counseling 
assignments. 

DEOMI  

DEOMI offers a variety of EEO and civil rights training for military and civilian 
personnel.  Of particular note is the 10-week Equal Opportunity Advisor Program that 
is the primary training vehicle for new EOAs. 18  It consists of 7 weeks of Department of 
Defense, Equal Opportunity, training and 3 weeks of “Service Specific” training.  
Among other topics, the Equal Opportunity Advisor Program introduces EOAs to the 
civil rights arena, prepares them to assess human relations climates and to facilitate the 
8-hour HRA training for USCG employees.  All EOAs are required to attend the 10-
week Equal Opportunity Advisor Program. 

In addition, DEOMI offers a variety of courses for civilian personnel, including Equal 
Employment Opportunity Specialists Course, Equal Employment Opportunity 
Counselors Program, Equal Employment Opportunity Officer Course, Equal 
Opportunity Program Managers Course, Leadership Team Awareness Seminar, 
Mediation Certification Program, and the Special Emphasis Program Managers Course.  
For civilian courses, DEOMI uses subject matter experts to facilitate the courses.   

There is a consensus of opinion that DEOMI is an efficiently operated training 
institution and that the 10-week Equal Opportunity Advisor Course provides a solid 
foundation.  However, significant concerns have been expressed concerning the 
substance and effectiveness of the 10-week training program for EOAs at DEOMI.  
Comments by Field and OCR personnel suggest that EOAs who complete the 10-week 
DEOMI training program are not sufficiently trained to immediately handle the full 
spectrum of civil rights functions as described in the Coast Guard Personnel Manual, 
Chapter 4.E.  In particular, it was reported that EOAs are not adequately trained to 
conduct inquiries into informal complaints of discrimination and facilitate mediation 
and resolution of informal complaints.   

Information shared with the Booz Allen team during multiple interviews also indicates 
that the 3-week service-specific portion of the Equal Opportunity Advisor Program is 
not adequately training EOAs to write high-quality Counselors Reports and to frame 
issues contained in complaints.  There are two USCG Service Liaison Officers (SLO) at 
DEOMI who are aligned organizationally under the Policy and Plans Division.  It is 
unclear how active the Policy and Plans Division is with regard to “managing” the 
DEOMI residential training program, which includes the 3-week Coast Guard-specific 

                                                 
18  “The EOA is a full-time military or civilian Field EO program specialist that delivers program content and 

services for units…and serves as the functional subject matter expert.”  (Equal Opportunity Manual, 2-C-11 
(COMDTINST M5350.4B.) 
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portion of the training.  It has been reported that the 3-week DEOMI service-specific 
curriculum often includes few students—sometimes as few as one or two.  Such a small 
group may limit the training modalities that can be used.  However, it is noted that the 
materials provided by DEOMI are regularly updated to reflect changes in EEO 
requirements.   

A review of the DEOMI service-specific curriculum indicates that, although the EEO 
complaint process and counseling/mediation skills are covered during the 3-week 
service-specific portion of the 10-week Equal Opportunity Advisor Program, these 
topics are addressed in a very limited fashion during the first week service-specific 
portion.  Other topics covered during this same week include “Knowledge of EO 
Program,” “Understand Diversity and the Importance of Cultural Awareness,” 
“Understand the Roles and Responsibilities of EOA, CRO, CDCRO, HRC, and SEPM,” 
“Understand the EO/EEO Complaint Process,” and “Demonstrate 
Counseling/Mediation Skills.”  The numerous topics covered during the first week of 
the 3-week DEOMI service-specific curriculum indicate that limited time is devoted to 
EEO complaint processing skills.  It has been reported that the lack of focus on EEO 
complaint processing techniques necessitates full-time Civil Rights Service Providers 
training (or retraining) EOAs upon their arrival onsite.   

There has been recent consideration of the Equal Opportunity Advisor Program to 
determine whether the curriculum in its current form is meeting the needs of the USCG 
civil rights organization.  However, no formal mechanism is currently in place to 
provide for a policy content review, an evaluation and revision process, and 
performance measures to determine whether the course is successful and meeting the 
objectives and needs of the USCG civil rights organization. 

In-House Training Activities 

For the last three years, OCR has sponsored a training conference for full-time and 
Collateral Duty Civil Rights Service Providers at OCR and in Field units.  This includes 
Equal Opportunity Counselors, EOAs, Equal Opportunity Specialists (EOS), Civil 
Rights Officers (CRO), and Special Emphasis Program Managers (SEPM).  The purpose 
of this conference is to educate and train staff on EEO processing, emerging issues, and 
best practices.  The conference has routinely been well received and has included a 
variety of subject matter experts and guest presenters.  The Areas also sponsor periodic 
training for Civil Rights Service Providers who fall within their purview. 

4.2.3.2 Key FindIngs  

• Training Content:  The three week USCG service-specific training administered 
during the Equal Opportunity Advisor Program contains minimal coursework 
concerning complaint processing and counseling skills. 
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• EOA Training:  The lack of focus on EEO complaint processing techniques often 
necessitates full-time Civil Rights Service Providers training (or retraining) EOAs 
upon their arrival onsite following the DEOMI program.  

• Training Requirements:  According to data provided by OCR, USCG personnel 
do not always receive training as required by the EEOC, such as the 8 hours of 
annual EEO Counselor training (“refresher training”) or, the required 32-hour 
training requirement for new federal EEO Counselors. 

• Training Requirements:  Collateral Duty EEO Counselors, for the most part, are 
not acquiring the requisite skillset through EEO Counselor training (“refresher 
training”) or, the required 32-hour training requirement for new federal EEO 
Counselors even though this is often the only training that EEO Counselors 
receive.   

• Training Program:  There are no civil rights/EEO training requirements for 
USCG employees other than HRA training and SHP training.  There is no 
required civil rights/EEO training for managers or supervisors. 

4.3 INVESTIGATIONS AND RESPONSE TEAM 

The Investigations and Response Team is led by a Team Leader (GS-14) and has three 
other resources:  Equal Opportunity 
Specialist/Investigations /COTR (GS-
13), Equal Opportunity 
Specialist/ADR/Informal (GS-13), and 
an EEO Specialist/Program Support 
(GS-12).   

4.3.1 Current State  

The Investigations and Response Team 
oversees the Informal and Formal EEO 
complaint processes and is responsible 
for safeguarding complaint files and the associated PII.  In addition, the Investigation 
and Response Team administers the Alternative Dispute Resolution (ADR) program.   

4.3.1.1 Overview of Complaint Processing 

29 C.F.R. 1614 governs the federal sector EEO discrimination complaint process.  The 
USCG civil rights organization processes both military and civilian complaints.  
Informal and Formal complaints filed are tracked and reported to OCR although OCR 
does not maintain district-by-district Informal complaint filing information.  Informal 
contacts are tracked locally and are not consistently reported to OCR.  Figure 5 below 
illustrates the number of formal complaints filed at USCG compared with other DHS 
component agencies. 
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Figure 5—Department of Homeland Security Components Complaint Workload  

DHS Component 

Full-Time Civil 
Rights 
Service 
Providers 

Fiscal Year 
2006 
Formal 

Complaints 

Fiscal 
Year 2006 
Workforce 

Fiscal Year 
2007 
Formal 

Complaints 

Fiscal 
Year 2007 
Workforce 

Federal Emergency 
Management Agency* 

21 108 27,590 150 16,859 

Federal Law Enforcement 
Training Center 

8 10 1,021 3 1,152 

Transportation Security 
Administration ** 

56 297 56,279 345 57,853 

United States Coast Guard *** 51 60 46,484 58 48,473 

United States Citizenship and 
Immigration Services 

8 96 8,666 94 8,008 

United States Customs 
Service 

56 263 43,545 267 47,606 

United States Immigration 
and Customs Enforcement  

15 185 15,277 169 16,277 

United States Secret Service  7 11 6,515 16 6,613 

 
*A significant portion of the FEMA workforce are Disaster Assistance Employees who only work during 
actual disasters periods.   
**Transportation Security Administration maintains full-time onsite EEO contractors. 
***This includes military and civilian complaints filed. 

 
The USCG OCR is the only DHS component listed in Figure 5 above that operates 
within a decentralized organizational framework.  As such, complaint processing 
methods vary across the USCG civil rights organization because Areas and Districts 
have developed their own sub-processes that induce wide variation.  For example, 
information gathered during interviews demonstrated that while Civil Rights Service 
Providers are advising aggrieved parties of their EEO counseling and ADR rights upon 
initial contact, pursuant to 29 C.F.R. 1614; they are also in some cases attempting to 
independently resolve complaints on their own, thereby circumventing EEOC 
requirements.  There were other instances noted in which EEO Counselors encouraged 
prospective complainants to file grievances and not participate in the EEO counseling 
process.  Additionally, one District has created templates and checklists not used by 
other Districts.  The variation of complaint processing procedures puts the organization 
at-large at risk because there is no way to fully ensure that the complaint resolution 
methods and techniques employed are in compliance with 29 C.F.R. 1614.   

The lack of official oversight by OCR of Field complaint processing activities is 
problematic for several reasons.  First, this structure does not lend itself to standard 
operating procedures that can be regulated by OCR.  Second, and respectfully, the 
command structure does not routinely possess the requisite civil rights subject matter 
expertise to provide input and guidance, as required.  Also, at various times, commands 
have delegated authority for complaints to persons not authorized to make decisions or 
possessing the requisite subject matter expertise to make such decisions.  Third, there is 
a lack of consistency regarding how delivery is achieved.   
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29 C.F.R. 1614 requires agencies to establish or make available an ADR program at the 
Informal and Formal stages of the EEO process.  Specifically, 29 C.F.R. 1614.603 requires 
that “[e]ach agency… make reasonable efforts to voluntarily settle complaints of 
discrimination… throughout the administrative processing of complaints…”  The 
record reflects that OCR has an ADR program in place, pursuant to the requirements of 
29 C.F.R. 1614, that has demonstrated increased utilization and success as follows: 

• 2006—During FY06, 14, or 23 percent of USCG complainants elected mediation.  
Nine, or 15 percent resulted in settlements, of which seven had reached the 
Formal stage, and two were at the Informal stage. 

• 2007—During FY07, 92, or 46 percent of USCG complainants elected mediation.  
Forty-three, or 47 percent resulted in settlements, of which 11 had reached the 
Formal stage, and 32 were at the Informal stage. 

Figure 6—ADR Participation (2006–2007) 
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4.3.1.2 Informal Complaint Processing 

With respect to the Informal EEO process at USCG, the majority of counseling activities 
are handled by Collateral Duty Counselors, that is, individuals who serve as EEO 
Counselors in addition to performing the normal duties and responsibilities associated 
with their full-time position of record.  It should be noted that EOAs, generally military 
personnel who serve 2-year assignments within OCR Field locations, also may perform 
counseling functions.   

The Booz Allen team notes that the majority of EEO Counselors either maintain a 
collateral duty status—that is, not full-time employees—or are EOAs who often have 
limited experience or are new to the civil rights/EEO fields.  The skills required to be an 
effective EEO Counselor require, among other skills, the ability to identify the claim(s) 
and basis(es) of a possible complaint and the ability to prepare comprehensive EEO 
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Counselor’s Reports.  This skillset requires experience and a solid understanding of the 
EEO complaint process, and cannot be acquired solely through the initial required EEO 
counseling training course, EEO Counselor Refresher training, or intermittent 
counseling assignments.  Feedback received during interviews with Area, District, and 
OCR staff indicates that in some instances, Counselor’s Reports are well written; 
however, more often than not, they are not well written, do not reflect an 
understanding of how to frame the issues presented, and often require significant 
rewrite. 

Figure 7—Informal Contacts by Area (2006–2007) 

  Years 

Area 2007 Percentage 2006 Percentage 

HQ 410 43.7% 229 24.8% 

LANTAREA 208 22.2% 212 22.9% 

PACAREA 320 34.1% 484 52.3% 

Total 938 100% 925 100.0% 

 
The significant number of Informal Contacts shown in Figure 7 affirms the importance 
of the EEO counseling function and that it must be performed efficiently, properly, and 
pursuant to the requirements of 29 C.F.R. 1614.   

4.3.1.3 Formal Complaint Processing 

With respect to Formal complaint processing, the Area Equal Opportunity Managers 
review Formal complaints filed and determine whether acceptance or dismissal of the 
complaint is appropriate.  Thereafter, the Area Equal Opportunity Manager prepares 
the appropriate documentation.  If the Formal complaint is accepted, the Area Equal 
Opportunity Manager forwards the acceptance letter and counseling package to OCR 
requesting assignment of an EEO investigator to conduct an investigation.  Upon 
completion of the Report of Investigation, the complainant receives a notice informing 
him or her of his or her right to a hearing before an EEOC Administrative Judge 
(civilian complaints only) or a Final Agency Decision (FAD) (civilian and military 
complaints) without a hearing from DHS. 

Upon election of a FAD, the complaint file is forwarded to DHS for further processing—
that is, the issuance of a FAD.  There is no defined process in place to inform the 
commands of the outcome of investigations or if they have concluded. 

With respect to FADs for USCG OCR complaints, the issuance of these decisions has 
been protracted.  In 2006, four complaint packages were sent to DHS for FAD 
processing.  To date, none of these has yet been issued.  In 2007, 19 complaint packages 
were sent to DHS for FAD processing.  Again, to date, none has yet been issued.  In 
light of this delay in processing, in March 2007, OCR formally requested that it be 
authorized to process military FADs.  This request arose out of USCG’s desire to 
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expedite the processing of military FADs and to be consistent in process with other 
branches of the military.  DHS has approved this request, and OCR will soon assume 
responsibility for issuing final actions in military EO complaints.  In addition to military 
complaints, another group of complaints that were not previously anticipated—that is, 
non-statutory complaints—will soon be delegated by DHS to the USCG OCR for FAD 
processing.  It is noted that civilian EEO complaint activity at USCG increased by 23 
percent in FY08 and that military complaint activity increased by 32 percent.  These 
increases in complaint activity portend an increase in required FAD processing.  The 
Booz Allen team notes concern that the current staff level maintained by the 
Investigations and Response Team is insufficient to handle these added responsibilities. 

The Equal Opportunity Manual describes the Informal and Formal complaint processes 
at USCG.  (See Equal Opportunity Manual, 3-F-3 through 3-F-43, COMDTINST 
M5350.4B.)  The Manual does not, however, include statutory references and citations 
so that a reader can cross reference relevant statutory language with the guidance 
provided through the Equal Opportunity Manual.  In addition, the Equal Opportunity 
Manual does not contain specifics on the roles of Field and OCR personnel throughout 
the complaint process.   

4.3.2 Key Findings 

• Success of ADR Program:  OCR operates an ADR program consistent with the 
requirements of 29 C.F.R. 1614.  There have been quantifiable improvements 
with respect to participation in the ADR process. 

• Quality of EEO Counseling:  The majority of EEO Counselors maintain 
collateral duty status and do not have significant experience in navigating the 
EEO process or counseling EEO complainants.  This lack of experience may be a 
contributor to feedback received that EEO Counselor’s Reports are often received 
that are not comprehensive, lack specificity, and require significant rewrite and 
edits by the Area Directors. 

• Complaint Processing Methods:  Feedback received from the Field indicates that 
there is an “informal” process used to resolve complaints independent of the 
statutorily mandated process outlined in 29 C.F.R. 1614.  For example, EEO 
Counselors are advising aggrieved parties to seek other forms of redress not 
identified in the regulations. 

• Complaint Processing Methods:  The Investigations and Response Team 
collaborated with legal, DHS, and other stakeholders to improve processes for 
military complaint decisions. 

• Quality of Complaint Processing:  Data received from OCR indicates that 
Accept and Dismiss letters received from the Field often require significant edits 
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or rewrite.  It has been reported by OCR that approximately 50 percent of all 
such letters require additional changes. 

• Complaint Processing:  The method for processing complaints varies among the 
Field locations.   

• Lack of Resources for FAD Processing:  The Investigations and Response Team 
currently does not have the requisite resources to assume responsibility for 
issuing FADs in military EO complaints.  This function is planned to be 
transferred to that team.  The current staffing level is insufficient to handle this 
added responsibility. 

• Complaint Status Updates:  Field offices are unable to obtain information on the 
status of FADs from OCR and do not receive FADs in a timely manner. 

4.4 STRATEGIC PLANS AND RESOURCE MANAGEMENT TEAM 

The Strategic Plans and Resource Management Team oversees the resource and 
planning management for the USCG’s civil rights programs. 

The Strategic Plans and Resources 
Management Team is led by a 
Team Leader (GS-13) and is 
composed of two other resources 
which includes a Large Unit 
Financial System (LUFS) Analyst 
(E7) and a Program Analyst (GS-
12—Vacant).  The Strategic Plans 
and Resources Management Team 
is responsible for, among other 
duties, overseeing the budget and 
procurement process, strategic planning, and planning proposals, and developing 
financial and budgetary timetables.  The Strategic Plans and Resource Management 
Team plays an enabling role in all program areas because all of the program elements 
use this team in one form or another to aid in performing most of their core work.  
Additionally, the Strategic Plans and Resource Management Team is responsible for 
posting content to OCR’s official web page on the USCG Internet site, as well as 
monitoring the functionality of the website and associated compliance requirements. 

4.4.1 Current State 

With respect to day-to-day operations, it is noted that the components of OCR (i.e., 
Compliance and Liaison Division, Policy and Plans Division, Investigations and 
Response Team) bear some responsibility for developing budget justifications and 
entering associated data into the USCG financial data system.  Also, a review of day-to-
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day budget activities indicates that the Director of OCR is frequently involved in budget 
development, justification activities, and ongoing budgetary matters in an effort to 
assist the Strategic Plans and Resources Management Team. 

According to the survey results of the 2008 Organizational Assessment Survey (OAS), 
80 percent of the OCR staff believes the resources provided by the OCR program are 
insufficient to promote improvement (resources include time, training, and dollars).  
This figure rose dramatically from the 2006 figure of 17 percent.  It is noted that many 
Field personnel request supplemental funding from their commands—funding that 
appears to be granted (or not) on a case-by-case basis (e.g., laptop computers or travel).  
Interviews with OCR and Field personnel suggested an inadequacy of funds for formal 
training (this is training travel and/or course fees).  They also noted a lack of funds to 
train OCR and Field staff needed to carry out program objectives.   

A recurring message conveyed through interviews was that additional civilian staff 
positions are needed at OCR and in the field to augment training, investigations, and 
staff support.  The USCG OCR, MD-715 Program Status Report, Fiscal Year 2007 states 
that OCR has not been allotted sufficient personnel resources to ensure that self-
assessments and self-analyses prescribed by MD-715 are conducted annually and to 
maintain an effective complaint processing system.   

The Team Leader of the Strategic Plans and Resources Management Team is responsible 
for ensuring that the OCR annual “Spend Plan” is prepared, approved by OCR’s 
Deputy, and submitted to the Office of Resource Management (GG-83).  The Spend Plan 
is intended to reflect the amount of money needed to carry out OCR and Field 
operations.  AFC 56 funds, which are requested through the Office of Personnel and 
Training (CG-12), account for staff training funds.  However, the Spend Plan includes 
requests for training funds such as the funding required for the civil rights conference 
sponsored annually by OCR.   

According to CG-83, the Spend Plan is generally the same as a previous year’s budget 
for any USCG program.  Increases other than Cost of Living Adjustments are generally 
only granted per current budget year.  Any changes to the distribution of funds must be 
approved by CG-83.  Information received during interviews with CG-83 personnel 
indicates that Pre-Execution Stage requests (Pre-X Stage) at the Spend Plan formulation 
stage must include a viable argument for an increase prior to Spend Plan creation.  
There is no indication that OCR has presented any Pre-X-Stage requests, with one 
exception, over the past 2 years.   

4.4.1.1 2009 OCR Budget Breakdown 

The civil rights budget provided is approximately $788,459 for FY09.  This amount 
represents an increase of 1.9 percent from 2008, reflecting a Cost of Living Adjustment 
of $773,655.  Figure 8 presents a breakdown and graphic depiction.   
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Figure 8—Civil Rights Budget (2008 and 2009) 
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The Field funding portion, or what is known as the Operational Budget Model, is 
approximately $442,000.  It provides funds that are directly transferred from OCR to 
USCG Area and District Commanders.   

The OCR staff portion, referred to as the 2009 HQ Spend Plan, is approximately 
$281,000.  The majority of that funding, approximately 65 percent, is slated to be 
expended primarily for OCR travel.  This is of significant concern because the 
statutorily required EEO complaint process expended a total of $210,000 in FY08, which 
would leave only $71,000 for all other OCR programs should spending remain at the 
same level. Figure 9 compares total spending versus annual spending for FY05 through 
FY08. 
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Figure 9—Comparison of Total Spending Versus Annual Spending (2005–2008) 
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4.4.1.2 Future Years’ Budget, Resources, and Planning 

An OCR FY11 Resource Proposal was submitted for consideration in late November 
2008 for $2.5 million and includes a request for training funds, budget growth, and a 
number of staff positions, including some Civil Rights Service Providers for certain 
districts that do not have full-time Civil Rights Service 
Providers.   

As illustrated in Figure 10,  the Resource Proposal Process 
consists of three panels of decision makers with more 
junior-level decision makers at the lower rung and Flag or 
Admiral/SES level leaders comprising the top rung.  The 
senior leadership of many USCG programs often provides 
direct advocacy in order to market or gain step-by-step 
approval of its Resource Proposals.  

4.4.2 Key Findings 

4.4.2.1 Annual Budget and Resources 

• OCR Financial Processes:  All indications are that 
the actual accounting and ledger practices for OCR 
are conducted correctly and with integrity.  There is no indication of accounting 
discrepancies, no indication of ledger inaccuracies, no indication of violation of 
travel policy under the Joint Federal Travel Regulations, and no indication of 
discrepancies in accounting procedures. 

Figure 10—Resource 
Proposal Process 
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• Accounting Process Knowledge:  The Team Leader of the Strategic Plans and 
Resources Management Team seeks assistance from the Director of OCR and 
others outside her team and outside the office with certain detailed requirements 
of the financial accounting process.   

• Fall-Out Funding:  CG-83 is not aware that OCR has kept or intends to create 
“backlog” items lists for OCR or Field needs.  OCR indicates, however, that it has 
provided a document to CG-83 with a funding backlog list.   

• Field Budget Allocation:  There is no standard method of budget allocation for 
the Field.  District staff and other Field staff request supplemental funding from 
their District commands.  The manner by which funds are allotted and allocated 
to Field locations varies depending on the particular command.   

4.4.2.2 Findings—Future Years’ Budget and Resources 

• Resource Proposals: An FY11 Resource Proposal was very recently submitted 
but has not yet been reviewed by CG-83.  It is a request for a $2.5 million increase 
to support additional training, a budget increase, and creation of positions for 
additional full-time Field Civil Rights Service Providers.   
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towards interim senior management, and a lack of general well-being throughout the 
office.   

5.2 CURRENT STATE  

Today, the climate within OCR reveals lingering signs of the past behaviors passed on 
through the organizational culture and inherited by the current management team.  
During interviews, former employees readily stepped forward to attest that a climate of 
tension, distrust, and divisiveness predates the current director.  Some reported a lack 
of communication within the office, particularly between members of the senior staff 
and OCR leadership.  In addition, the OCR staff has complained that leadership 
occasionally makes decisions without communicating in advance that such decisions 
are forthcoming.   

There is a belief among Field personnel that the OCR staff does not adequately engage 
them and acts as though they are “too busy” to respond to Field inquiries.  The Booz 
Allen team observed a very busy Director’s office with the Deputy and Director 
engaged in frequent meetings, reviewing and approving work products, and preparing 
for travel as well as upcoming speaking engagements.  It is noted that field personnel 
may not be fully aware of the many demands on the schedule of the Director and other 
key OCR personnel.  Telephone and e-mail records provided detail many interactions 
between leadership and the field. 

The emergence of the previously discussed blog has also contributed to negative 
perceptions of the USCG OCR organization and has undermined the credibility of OCR 
leadership within the USCG civil rights organization.  In addition, interview feedback 
suggests that some of the blog postings have had an adverse impact on morale in the 
office in that OCR and its programs are frequently the subject of unsubstantiated 
criticisms.  Some on staff contended that OCR leadership maligned them because of 
blog postings; however, the team could find no evidence of this occurrence.  The 
combination of these beliefs and actions has perpetuated tense interactions and a 
challenging work environment.  Through interviews, the Booz Allen team verified that 
negative impressions that may exist about the Director were, in many instances, initially 
formed based on blog site postings and not on first-hand experience.  In addition, it was 
determined that negative impressions are not universal.   

While some interviewees characterized the Director as “warm,” “professional,” and 
“strategic,” others maintain that she is “demanding” and “unreasonable.”  It was also 
noted that in some cases, personnel used different words to describe what appeared to 
be the same behavior by the Director.  For example, what some staff members perceived 
as “meticulous and detailed,” others viewed as “picky.”  A primary element of 
dissatisfaction is with performance feedback and the manner in which it is delivered.  
The Director maintains that her high standards and exacting deadlines constitute 
movement toward the goal of making the USCG OCR a high-performing organization.   
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5.3 KEY OBSERVATIONS 

As reported through interviews and summarized below, examination of the current 
state has revealed additional patterns of behavior reflecting the current climate. 

• Through interview feedback and a review of blog site content (Coast Guard 
Report), some individuals have formulated impressions of the Director, key staff 
members, and the blog itself based on blog assertions—some of which have been 
misleading and inaccurate. 

• Interview feedback indicates that blog assertions (Coast Guard Report) have 
discredited the Director and her background—both internally and externally 
within the USCG organization.  This has contributed to an atmosphere of poor 
support for the current Director reflected by staff challenges her legitimacy and 
knowledge of civil rights. 

• Some view a “power struggle” between old guard senior managers manifested in 
an atmosphere perceived to be closed, in which input from direct reports on 
matters of strategy or policy is not regularly solicited.  Others view this as one-
sided behavior based on inability or unwillingness to accept new approaches.  

• Interviewees offered descriptions of the OCR climate as “closed and isolated” 
and “tense.”  Others offered the observation that a subset of individuals are 
solely responsible for fostering and fueling such an atmosphere, and influencing 
others to follow.  

• Some in OCR express the viewpoint that staff members regard themselves as 
entitled to their roles and positions, and value to a lesser degree expertise and 
commitment to mission and chain-of-command.   

• Some in the Field perceive OCR personnel as unresponsive and uninterested in 
their input, although communications records demonstrate regular interaction 
and engagement between OCR and Field personnel.   

• There is a perception that certain members of OCR senior staff operate from a 
sense of entitlement to their positions rather than from commitment to mission 
and purpose of the OCR organization. 

• Certain members of OCR and the USCG civil rights organization at-large do not 
respect the need to keep information confidential and do not understand and/or 
respect the confidentiality requirements of 29 C.F.R. 1614.   

The Booz Allen team noted some additional perceptions reflecting collaboration 
across organizational boundaries, positive climate attributes and ongoing activities, 
as summarized below. 
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• The Investigations and Response Team and the Office of the Director have 
collaborated to improve the timeliness of the Field in meeting complaint 
processing deadlines.   

• OCR has had seats on many internal boards, including the Civilian Advisory 
Board and the Diversity Council run by CG-1.  In addition, the Director has been 
a participant and member on many internal and external boards and panels 
representing USCG and OCR. 

• OCR leadership now keeps USCG leadership constantly apprised of program 
developments, concerns, recommendations, and decisions through regular 
briefings and DIGESTs. 

• The Director inaugurated a monthly newsletter that serves to inform the 
workforce and also solidifies partnerships with DHS subcomponents and 
Department of Defense agencies. 

• OCR had no public Internet presence prior to 2006.  Through its web page, it 
now offers information about the USCG civil rights program to the public. 

• To address bias incidents, the office enacted robust second and third-order 
actions based on an incident at the Coast Guard Academy.  Toward that end, the 
Director convened a 3-day training at DEOMI on “Responding to Bias Incidents.”  
The agenda afforded a strategic opportunity for Field personnel to engage with 
experts, including some from other agencies, such as the Department of Justice, 
which were selected because of their prior experience with such incidents.  OCR 
used the opportunity to collaboratively explore ways to improve.  As a result, the 
participants collaboratively developed a draft Instruction for bias incident 
reporting (now in legal clearance). 
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6. REVIEW AND ASSESSMENT OF OCR SKILLS AND ABILITIES 

In addition to the annual reporting requirements, the MD-715 process can serve as a 
mechanism to improve an agency’s EEO programs.  Toward that end, the six articulated 
elements of a “Model EEO Program” (Demonstrated Commitment, Making EEO an 
Integral Part of the Agency’s Strategic Mission, Ensuring Management and Program 
Accountability, Proactive Prevention, Efficiency and Responsiveness and Legal 
Compliance) require agencies to benchmark their progress and achievements.  
Therefore, the skills and abilities of an agency’s staff are important components in 
achieving this objective.   

6.1 CURRENT STATE 

According to data provided to the Booz Allen team, OCR currently has 22 full-time 
positions (with 3 vacancies) dedicated to supporting OCR operations.  Of the 22 billets, 
17 are civilian, 5 are military, 10 are management level (GS-13 and above), and 7 are 
staff level (below GS-13).  Figure 12 below shows this mix of the current staff and the 
mix of the total full-time positions within OCR. 

Figure 12—OCR Staffing Mix 

Type Full Time Billets Currently Filled 

Military/Total 5/22 5/20 
GS-13 above/Total 10/22 9/22 
GS-12 below/Total 7/22 4/22 

 
When the elements of a Model EEO Program were juxtaposed with the OCR 
organization, the Booz Allen team determined that certain program elements are not 
fulfilled.  For example, some staff members lack the requisite skills, abilities, and 
training to effectively perform the duties of their positions thereby diminishing the 
effectiveness of the Divisions/Teams.  Also, as mentioned previously, military 
personnel often lack experience or training in civil rights when they rotate into OCR.  
Although EOAs are sent to DEOMI for training, the majority of the other military 
personnel only receive on-the-job-training.  When the EOAs return from DEOMI after a 
minimum of 10 weeks and assume their duties in the OCR, they too must augment their 
training with on-the-job training because the 10-week DEOMI curriculum does not 
provide adequate training on complaint processing.   

OCR staff and Field personnel often lack formal training in civil rights or EEO.  The 
record reflects that many Field SEP Managers lack relevant training to effectively 
perform the duties of their positions or to ensure their programs and procedures are 
effectively implemented.  Training data provided to the Booz Allen team reveals that 
many EEO Counselors are not consistently receiving their initial basic EEO training or 
their annual refresher training, resulting in the dissemination of information 
inconsistent with 29 C.F.R. 1614 and other related laws and statutes.  Moreover, in cases 
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where Collateral Duty Civil Rights Service Providers have received training, they lack 
relevant experience.  Considering the number of complaints filed on an annual basis, 
and the fact that many Civil Rights Service Providers serve on a part-time basis, it is 
unlikely that they will expeditiously acquire the relevant experience needed to be 
immediately effective in their positions. 

Various staff members within the USCG civil rights organization have used unofficial 
titles often causing unnecessary confusion for stakeholders regarding roles, authority, 
skills, and abilities.  Also, while certain necessary skillsets appear to be missing from the 
OCR workforce, other highly skilled personnel are either underutilized and/or tasked 
with administrative functions.  This mismatch occurs most frequently with military 
personnel.  Through interviews and a review of work assignments, it was revealed that 
some of the OCR military personnel perform duties that are significantly below their 
skillsets.  Performing such duties can have an adverse impact on their careers.  
Considering this challenge, military personnel have, in an effort to position themselves 
for advancement or promotion, sought work opportunities commensurate with their 
skillset outside of their assigned Divisions/Teams.  

It was also revealed that other personnel are routinely performing job duties outside the 
purview of their job description.  For example, a member of the Investigations and 
Response Team designated as an “EEO Specialist/Program Support” is performing 
day-to-day administrative functions that take away from her execution of the EEO 
Specialist responsibilities outlined in the corresponding job description.  In addition, 
this individual performs frequent budget-related activities, as defined by the Strategic 
Plans and Resource Management Team. 

Some OCR managers lack effective managerial communication and interpersonal skills, 
as evidenced by their ineffective collaboration with other Divisions/Teams.  Staff 
members shared with the Booz Allen team some of the challenges they experience when 
attempting to obtain information and/or documentation from other OCR Divisions/ 
Teams.  They provided examples of how Divisions/Teams either fail to, or are slow to 
respond to requests, thereby creating unnecessary delays in preparing reports or in 
performing other duties.   

6.2 KEY FINDINGS 

• Skill and Abilities:  When the elements of a Model EEO Program were 
juxtaposed with the OCR, the Booz Allen team determined that certain elements 
are not in place.  For example, some staff members lack the requisite skills, 
abilities, and training to effectively perform the duties of their positions, thereby 
diminishing the effectiveness of the Divisions/Teams.   
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• Skill and Abilities:  Neither OCR nor the Field has the requisite statistical 
resources on their staffs to comprehensively collect and analyze data to achieve a 
Model EEO Program. 

• Performance of Duties:  Several Civil Rights Service Providers either lack 
relevant training, annual refresher training, or experience to assist them with 
effectively performing the duties and responsibilities of their positions, resulting 
in the dissemination of information that is inconsistent with 29 C.F.R. 1614 and 
other related laws and statutes. 

• Performance of Duties:  Several military personnel within OCR are not fulfilling 
the full scope of their job descriptions and instead are performing work 
commensurate with a lower grade level (i.e., administrative tasks). 

• Definition of Title:  Various staff within the USCG civil rights organization use 
unofficial titles, often causing unnecessary confusion with stakeholders 
regarding roles, authority, skills, and abilities. 
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7. RECOMMENDATIONS 

During this 90-day Program Review, the Booz Allen team evaluated the USCG civil 
rights organization in its entirety and sought to identify concrete proposals for 
organizational change that would enable an increase in overall efficiency and 
effectiveness.   

Throughout the formulation of the recommendations, the various findings were 
considered, and several overarching considerations were identified that will be critical 
to ensuring success in fulfilling the recommendations.  These considerations are as 
follows: 

1. While some of the recommendations set forth can be implemented within 
budgeted resources, the implementation of others will require additional 
funding and human capital.  The USCG civil rights organization does not have 
adequate means to implement some of the recommendations provided. 

 
2. The USCG civil rights organization will require long-term temporary support 

with the requisite analytical skills and subject matter expertise to support 
activities associated with the implementation of recommendations provided.  
This support may come in the form of contractor support and/or temporary 
hires. 

 
3. The implementation of recommendations will need to be openly endorsed at the 

highest level of the Coast Guard organization to ensure the cooperation of, and 
participation by, key stakeholders.   

 
Some of the recommendations presented may be similar to others and/or repeated in 
different sections of this document.  This redundancy is intentional and demonstrates 
how different parts of the civil rights organization are interrelated and share 
dependencies.  Also, it is noted that several of the recommendations will require further 
analysis and action prior to implementation.  As an immediate next step, it is 
recommended that a comprehensive implementation plan be developed that provides a 
timeline, priorities, and an allocation of resources to complete each task.   

7.1 CROSSCUTTING FACTORS 

The recommendations presented are predicated on several crosscutting initial actions 
that serve as the foundation for the specific recommendations provided.  These 
crosscutting actions have, in one way or another, an overarching impact on all 
recommendations presented and are as follows: 

1. Skills Assessment—Determine whether an adequately skilled civil rights 
workforce is available, trained, and prepared to achieve the OCR and USCG’s 
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civil rights objectives.  Where such a workforce is not available, a comprehensive 
development program should be established to ensure that Civil Rights Service 
Providers are prepared to respond to existing and emerging requirements. 

 
2. Training Requirements—Assess the current training program and develop a 

training suite for Civil Rights Service Providers, supervisors, and managers that 
is tailored to the specific audience.  An evaluation of training needs, training 
modules, and subsequent implementation will enable all USCG employees to 
more aptly contribute to OCR’s mission.   

 
3. Workload Analysis—Maximize workflow efficiencies and workforce planning 

by basing staffing decisions and training requirements on valid and reliable data.  
This would include developing a Work Breakdown Structure (WBS) that 
delineates the discrete work elements of OCR operations.  Such an analysis can 
also serve as the basis for resource leveling, planning, and the management of 
the key areas within the USCG civil rights organization.   

 
4. Equal Opportunity Manual—Revise the Equal Opportunity Manual such that it 

effectively serves as the guiding document for enterprise-wide civil rights 
operations. 

 
5. Standard Operating Procedures—Develop comprehensive SOPs to standardize 

civil rights operations, improve communication, enhance performance, and 
ensure work consistency.  This would include the development of SOPs for each 
team/division within OCR and the compilation of an accessible master volume.   

 
6. Strategic Planning—Ensure that each team/division within OCR develops a 

strategic plan that feeds into the Director’s overall strategic plan.  Through this 
activity, the senior staff will acquire ownership of the defined organizational 
objectives and goals.   
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The Notional Schedule shown in Figure 13 below indicates a variety of crosscutting 
activities associated with the implementation process. 

Figure 13—USCG OCR Notional Implementation Schedule 

 

Based on a review of the determined findings, the following specific recommendations 
are presented for consideration. 

7.2 MANAGEMENT EXECUTION OF EEO RESPONSIBILITIES  

OCR Organizational Framework 

• Create the position of Senior Advisor reporting to the Director of OCR.  This 
would be accomplished by converting the military Senior Equal Opportunity 
Compliance Officer position currently residing in the Compliance and Liaison 
Division to a civilian Senior Advisor billet.  The new Senior Advisor position 
would be filled with a civilian GS-15 civil rights professional responsible for 
providing civil rights programmatic guidance to the Director and assisting with 
leadership and strategic responsibilities. 
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• Leverage the operational expertise of the military Deputy of OCR by making the 
Deputy responsible for OCR operational and non-statutory activities, including 
budgeting, resource management, strategic planning, and oversight.  Align the 
Strategic Plans and Resource Management Team and the Policy and Plans 
Division under the Deputy Director. 

• Convert the existing Instructional Systems Specialist position currently residing 
in the Policy and Plans Division to an Operations Manager position reporting to 
the Deputy.  This position would, among other duties, be responsible for 
operations management and training requirements oversight. 

• Move the vacant Program Analyst position from the Strategic Plans and 
Resource Management Team to the Policy and Plans Division.  This position 
would be filled by an individual with strong writing and analytic skills who 
would also provide subject matter expertise in support of the EO Review 
function.   

• Move the Administrative Specialist position from the Policy and Plans Division 
to the Investigations and Response Team to be responsible for administrative 
requirements associated with the statutorily required complaint processing 
activities. 

In the current OCR organizational framework, the Director is supported by a military 
0-6 Deputy, who rotates on a 2-year cycle and supports the Director in programmatic 
and strategic activities.  However, the associated subject matter expertise and familiarity 
with civil rights program requirements is generally not expected of USCG officers.  
Therefore, the Deputy cannot be expected to become a subject matter expert in civil 
rights matters or provide the Director with in-depth strategic or programmatic civil 
rights guidance.  This leaves a leadership gap in the current operating model.  Military 
members can, however, be reasonably expected to bring a variety of operational skills 
and experience such as resource management, budgeting, strategic planning, 
performance metrics, and oversight.  This recommendation will close the leadership 
gap by providing additional senior-level civil rights expertise and leveraging the 
operational expertise of the military 0-6 and other military personnel.   

As shown in Figure 14 below, the Deputy would have three direct reports, consistent 
with the operations focus, consisting of the Strategic Plans and Resource Management 
Team Lead; the Chief, Policy and Plans Division; and a newly established Operations 
Manager position.  The Senior Advisor would have two statutorily required 
programmatic components in his or her direct reporting line—the Compliance and 
Liaison Division and the Investigations and Response Team.  It is also recommended 
that the vacant Program Analyst position be moved from the Strategic Plans and 
Resource Management team (which appears to be adequately staffed) to the Policy and 
Plans Division.  
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Note:  The aforementioned recommendations for the OCR organizational framework do 
not require creation of any new staff positions.  

Figure 14—USCG OCR Proposed Architecture 

 

USCG Civil Rights Reporting Structure 

• Restructure USCG civil rights operations to enable clear accountability for 
business results across the organization by centralizing civil rights operations.  
This restructuring can be accomplished by placing the Field Civil Rights Service 
Providers under the direct oversight of the Director of OCR with Area Equal 
Opportunity Managers reporting to the Director instead of directly to Field 
Commanders.   

• Establish a solid-line reporting relationship from Area Equal Opportunity 
Managers to the Director.  In addition, establish a solid-line reporting 
relationship of the Field Civil Rights Officers to the Area Equal Opportunity 
Managers. 

Under the current decentralized organizational framework, Areas/Districts have used 
non-standardized and individualized approaches resulting in the implementation of 
inconsistent policies, processes, and procedures across the civil rights organization.  In 
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addition, work products and services vary in quality and effectiveness, resulting in 
uneven mission performance.  

Under the recommended reporting structure, the OCR Director would directly oversee 
and evaluate the performance of the Area Equal Opportunity Managers who, in turn, 
would evaluate the performance of the Field Civil Rights Officers.  The USCG civil 
rights organization should operate as a single centralized body and adhere to a chain-
of-command that discourages variance from defined business processes.  It is expected 
that implementation of a centralized organizational structure would result in significant 
enhancements in standardized operating procedures, organizational cohesion, and 
accountability. 

Strategic Planning 

• Assuming the inception of a centralized USCG civil rights organization, develop 
an integrated strategic plan to better enable the organization to execute and 
deliver on its mission. This strategic plan should incorporate input from key 
stakeholders, be well communicated to employees, and cascaded across OCR 
and throughout the Field to ensure consistency of focus across all areas of the 
USCG civil rights organization.  

• Identify the “strategic initiatives” that would be drivers of the OCR strategy as 
well as that of USCG.  These initiatives should then be prioritized for funding 
and implementation in any given fiscal year based on their expected impact. 

Implementing an integrated strategic planning framework would provide OCR 
leadership with the necessary tools to effectively manage the performance of the 
organization.  Such a plan would also enable OCR’s active and successful participation 
in the USCG budgeting process. Additionally, an integrated approach would ensure 
that all levels of OCR are working toward common goals as strategic objectives are 
cascaded to the different units across the organization. This framework would also help 
to drive accountability for achieving the mission of the OCR across the organization 
because ownership of strategic objectives would be assigned to specific members of the 
senior staff.  

Social Media and Blog Activity 

• As a part of the Coast Guard Modernization, establish an “Official USCG Blog.”  
This medium would serve as a mechanism to convey key messages, thereby 
minimizing confusion and misinformation disseminated through other unofficial 
blogs.   

• In addition to facilitating communications throughout the USCG, use the 
“Official USCG Blog” to present information and data geared toward refuting 
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blatant misstatements and false allegations that have appeared on unofficial blog 
sites, thereby protecting the credibility of the USCG workforce and its activities.   

• Disable access to unofficial blog sites at USCG work locations where it is 
determined that content posted on such sites is false.  

Social media are having a positive impact on government agencies seeking to 
communicate their messages and encourage collaboration.  Increasingly, government 
agencies are using blogs to communicate with their workforces to highlight upcoming 
events, share best practices, and provide updates on policy developments.  Blogs in 
particular are an effective facilitator of communication between individuals and a larger 
audience and have been leveraged as an important tool of communication between 
organizations and their staffs.  The relative ease of use, capacity to reach a large 
audience, and informal nature of a blog can, however, also be used for purposes 
detrimental to an organization.  Without stifling what is considered to be freedom of 
expression, organizations face challenges when confronted with blogs used for a 
competing purpose.   

To further reap the benefits of social media, it is recommended that USCG dedicate 
resources to establish an “Official USCG Blog” for the purpose of enhancing 
communication among all elements of the USCG.  In addition, this would be an 
opportunity to present accurate information and facts regarding significant matters 
appearing on unofficial blog sites that are reported falsely or inaccurately.  The 
development and maintenance of an “Official USCG Blog” would require oversight by 
an individual with a strong public relations/communications background in order to 
adequately manage the content and to ensure that messaging is appropriate. 

7.3 PRIVACY AND RECORDS MANAGEMENT 

• Institute a privacy and records management program based on the “Updated 
DHS Policies and Procedures Regarding the Handling of Personnel-Related 
Data” memorandum issued by DHS, as well as other relevant USCG guidance. 

• Develop a SOP regarding the handling of PII and other information to be treated 
as confidential.  This SOP should be individually signed by all civil rights 
personnel to affirm full understanding of the requirements contained therein and 
the consequences of deliberate release of PII and/or other information intended 
to be treated as confidential.   

• Develop a records management system that describes, for each type of record, 
where it should be retained, the various classifications of records, the applicable 
policies, and how the complaint records should be maintained.   

• Designate the External Compliance Program Manager within the Compliance 
and Liaison Division as the responsible official for privacy and records 
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management matters.  This would include serving as the Privacy Point of 
Contact for OCR, enforcing privacy guidelines within OCR, and overseeing a 
viable records management system.   

• Revise the Equal Opportunity Manual to provide detailed instructions on the 
handling of PII and other information to be treated as confidential.  Also, revise 
the Equal Opportunity Manual such that it provides a step-by-step process to 
determine whether the release of documents is appropriate.  

The personal nature of complaint files places a high degree of importance on securing 
these records.  Keeping such information private and secure will also guard against the 
inappropriate posting of confidential information in other forums such as blog sites.  
Establishing specific, written policies to safeguard against the accidental, negligent, or 
willful exposure of personal data is a prerequisite for achieving OCR’s vision.  
Additionally, every individual who maintains or accesses PII must be aware of, and 
trained on, appropriate privacy policies.   

Employing a comprehensive set of privacy and records management policies will help 
to ensure that OCR is unencumbered by information breaches and lack of trust while 
striving to achieve its vision for the USCG workforce.  Such policies will also help 
ensure the secure and appropriate handling of documents throughout the complaint 
process, thereby providing OCR with the confidence and ability to focus on its strategic 
goals rather than having to shift its focus to incident management activities.  
Additionally, a clarification of language contained in the Equal Opportunity Manual 
will not only ensure that OCR staff are legally compliant, but will also protect the 
privacy rights of those who are placing their trust in OCR.   

7.4 PROGRAM ELEMENTS 

EO Reviews 

• Redesign the EO Review process from end to end to increase the value and 
effectiveness of this function.  Review the current EO Review process and 
develop metrics and measurable outcomes to define success.   

• Develop a business case analysis for EO Reviews that fully considers OCR’s core 
mission, functions, and programs.  This analysis should consider the specific 
reasons for an established number of EO Reviews, the rationale for particular site 
selections, quantifiable measures of success, available dedicated resources, and 
any other strategic or regulatory drivers that would necessitate EO Reviews.   

• Redefine the position requirements for individuals participating in the EO 
Review process to reflect the specific skills and abilities required to conduct 
substantive analysis and high-level technical writing.  
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• Design and implement a suite of metrics that measures process efficiency and the 
rationale for valuing the benefits of the EO Review process.  Develop and 
implement a mechanism to track and report these metrics against performance 
targets. 

• Revise the Equal Opportunity Manual to provide additional specificity regarding 
the purpose, format, and structure of EO reviews.  

• Develop a training course for EO Review team members on various data 
collection methods and the process of applying statistical techniques to analyze, 
describe, and evaluate trend data. 

A comprehensive business case analysis is essential to provide a verifiable basis for the 
number and location of EO Reviews conducted.  The business case should clearly 
identify the business drivers for EO Reviews, measures of success, implications and 
scope of EO Reviews, resource requirements, and estimated financial costs.  An added 
benefit of a strong EO Review business case will be the ability to deliver a consistent 
message to stakeholders regarding expectations for the EO Review process and how EO 
Reviews would be implemented and managed. 

It is also suggested that upon completion of the business case analysis that OCR 
establish a Working Group consisting of the Chief, Policy and Plans Division; Area 
Equal Opportunity Managers; and other relevant stakeholders.  This Working Group 
would collaborate periodically to assess progress, share best practices, and analyze the 
aggregate results of EO Reviews completed.  This collaboration would serve as the basis 
of a quarterly report to be delivered to the Director.  

To enhance the EO Reports with more data, additional tailoring to specific commands 
and customized recommendations, it is essential that team members possess the 
requisite skillset to do so.  Establishing a training course for this purpose would greatly 
enhance the process and quality of work.  In addition, these characteristics should be 
considered as essential skillset components for prospective new hires.   

Review and Assessment of the Office of Civil Rights EEO Training Programs 

• Transition training oversight responsibilities from the Policy and Plans Division 
to a newly created Operations Manager (reporting to the Deputy) who will 
manage all aspects of OCR training processes. 

• Conduct a training needs assessment of the USCG civil rights organization to 
assess current training programs and knowledge gaps.  This assessment should 
also consider regulatory requirements, business drivers, and the skills and 
abilities of Civil Rights Service Providers. 

• Revise the USCG service-specific portion of the DEOMI Equal Opportunity 
Advisor Program to include training by civilian EEOC certified trainers who 
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would provide instruction in the areas of EEO Counseling and complaint 
processing.  This training curriculum would include, among other topics, 
instruction in basic EEO Counseling and other related activities, such as writing 
reports of counseling, identifying issues, conducting inquiries, and pursuing 
resolution options pursuant to Title 29 C.F.R. 1614 and MD-110.   

• Professionalize the OCR EEO Counseling Program by ensuring that EEO 
Counselors receive training as required by the EEOC, including 8 hours of 
annual EEO Counselor training (“refresher training”) and the required 32-hour 
training requirement for new federal EEO Counselors.  In addition, require 
counselors to fulfill a bi-annual training requirement by taking an Interviewing 
Techniques, Conflict Resolution, or Facilitation course. 

• Institute a mandatory annual training requirement for supervisors and managers 
through which participants are taught their responsibilities with respect to EEO 
and affirmative employment.  Provide refresher training in a computer-based 
format that can be used in any location.   

A training needs assessment will be critical in identifying knowledge gaps and 
determining whether the gaps can be addressed through training.  The training needs 
assessment will provide the information required to develop a training plan based on 
the needs of the USCG civil rights organization as well as standardized training 
materials.  The transition of training oversight responsibilities to an Operations 
Manager who is responsible for broad areas of administrative and management 
functions will ensure that training needs are assessed in the context of OCR’s strategic 
goals and are evaluated relative to resources, costs, and other relevant factors.  In 
addition, the Operations Manager would ensure that training requirements are fulfilled 
as required and take the necessary followup action where non-compliance is 
determined. 

The critical role of the EOA in the complaint resolution process necessitates that the 
training curriculum be restructured to ensure that EOAs are adequately trained to 
conduct inquiries into informal complaints of discrimination and facilitating the 
mediation and resolution of informal complaints.  The addition of a training component 
for EOAs led by civilian EEOC certified trainers will ensure that EOAs receive the 
requisite training on complaint processing pursuant to 29 C.F.R. 1614 and MD-110.  
Also, a mandatory annual training requirement for supervisors and managers will 
assist these individuals in recognizing, addressing, and preventing actions and 
behaviors that could be construed as inappropriate and discriminatory. 

Complaint Processing 

• Recruit and hire full-time experienced EEO Counselors and Civil Rights Service 
Providers and discontinue the use of collateral duty staff. 
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• Retain contractors or hire additional personnel experienced in the preparation of 
FADs to support the additional responsibility of issuing final actions for military 
EO complaints and other Final Decisions. 

• Revise the Equal Opportunity Manual to include statutory references and 
citations so that a reader can cross-reference relevant statutory language with the 
guidance provided.  In addition, add content that addresses the roles of Field 
and OCR personnel throughout the complaint process, pursuant to 29 C.F.R. 
1614. 

• Ensure that all Civil Rights Service Providers receive training on intake and 
complaint processing at both the Informal and Formal stages.  This would 
include training designed to ensure that Civil Rights Service Providers 
understand their role of neutrality throughout the counseling process, pursuant 
to 29 C.F.R. 1614. 

The aforementioned recommendations will standardize complaint processing activities 
and ensure that complaint processing methods are consistent in the Field locations.  
Additionally, a revision of the Equal Opportunity Manual will provide clear guidance 
to Field personnel on their civil rights/EEO duties and responsibilities and will also 
ensure consistency in operations throughout the Field. 

With respect to additional resources required to support military Final Actions, it has 
been determined through this Program Review that the current Investigations and 
Response Team does not currently possess the requisite resources to assume this 
additional responsibility.  Although it is expected that the recommended workload 
analysis would reveal this conclusion through data gathered, it is noted that DHS 
currently performs FAD analyses with additional dedicated resources.  In addition to 
military complaints, another group of complaints that were not anticipated—that is, 
non-statutory complaints—may soon be delegated by DHS to the USCG OCR for FAD 
processing as well.  The augmentation of the Investigations and Response Team with 
FAD writer(s) will expedite the issuance of FADs and also provide the requisite subject 
matter expertise to issue comprehensive and high-quality decisions.  

Resources and Planning 

• Provide the Strategic Plans and Resources Management Team Lead with 
additional training in budget development and USCG-specific budget 
justification activities to ensure long-term success and effectiveness. 

• Ensure that personnel who are assigned to the OCR budget process undergo 
training in statutory and regulatory obligations of the office. 
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• Develop an SOP that articulates that the Strategic Plans and Resource 
Management Team should handle all operational aspects of budget requests for 
OCR. 

• Assess additional funding needs associated with augmented responsibilities for 
the Investigations and Response Team, i.e., the responsibility of issuing FADS in 
military EO complaints. 

• Assess and take appropriate action regarding training needs for EO Review team 
participants. 

• Use the OCR Strategic Plan to advocate for resource requirements by 
demonstrating how performance goals align with budget requests. 

• Create a separate and specific AFC 56 training funds request based on the results 
of a training needs assessment. 

Recurring and emerging training needs, complaint processing requirements, and other 
programmatic needs necessitate that a strong budget planning and request framework 
is in place.  This will require that the Team Lead of the Strategic Plans and Resources 
Management Team is fully prepared to lead these activities.  This also requires active 
coordination between the Strategic Plans and Resources Management Team and the 
various OCR Division Chiefs/Team Leaders.  Furthermore, the Team Lead must ensure 
that the Strategic Plans and Resources Management Team is performing all related 
functions and that associated responsibilities are not being performed by members of 
the various teams/divisions who do not possess the requisite understanding of the 
USCG financial system. 

Through the OCR Strategic Plan, OCR can identify key initiatives to be prioritized for 
funding and implementation in any given fiscal year based on their expected impact on 
the strategic objectives of the OCR and the USCG.  As this portfolio of strategic 
initiatives is developed, OCR will be able to build business cases to demonstrate why 
the funding of a particular initiative is important. 

7.5 OCR’S OFFICE CLIMATE AND ITS CAUSES AND EFFECTS 

• Through facilitated workshops, help OCR senior staff members to understand 
their own and other stakeholders’ underlying interests and concerns and 
thereafter to focus on those interests rather than on stated positions and 
demands. 

• Through coaching sessions, guide the Director, Deputy Director, and senior staff 
to pursue more collaborative methods of working with each other.  This could be 
accomplished through the strategic planning process and other OCR initiatives 
such as the MD-715 Report. 
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• Strengthen leadership and management skills in structured coaching sessions 
that increase understanding of group dynamics.  Provide guidance and tools to 
diagnose causes of ineffective behavior and increase overall organizational 
effectiveness. 

• Ensure that individuals are held accountable for acts of insubordination. 

Through the implementation of these recommendations, there will be a renewed focus 
on common, mission-critical goals and objectives that stakeholders will embrace and 
work collectively to achieve. The result will be a shift in focus from negative behaviors 
to mission accomplishment.  In addition, by participating in a disciplined planning 
process, civil rights staff will bond as a team, creating a cohesive body that collaborates 
effectively and communicates informally as well as formally when needed.  These 
benefits will become institutionalized within the culture and shift the climate focus 
from personalities to performance.  It is also anticipated that through these 
recommendations, blog comments will be seen as useful mirrors to reflect more positive 
perceptions of the organization.   

OCR leadership should focus on creating a cordial and efficient work environment 
where its staff can flourish and are acknowledged for high-quality performance.  Senior 
staff in particular, will need to strive to work past personal issues and, instead, 
concentrate on what is best for the USCG civil rights organization rather than personal 
preferences.  In addition, dysfunctional and disruptive behavior should not be 
tolerated.   

7.6 REVIEW AND ASSESSMENT OF OCR SKILLS AND ABILITIES 

• Conduct a skills assessment to identify the core competencies required to 
support the OCR mission by assessing existing job descriptions and key skills 
required to support each programmatic function.  Refine job vacancy 
announcements to ensure that prospective candidates are evaluated against 
clearly defined skills requirements. 

• Conduct a skills inventory for current staff to measure employee skills and their 
relationship to organizational goals and also to identify skillsets required for 
particular job roles. 

• Perform a gap analysis to determine where the current staff meet core 
competencies and identify where competency gaps exist by comparing the core 
competencies required to support the OCR roles with the results of the skills 
inventory of the current staff. 

• Determine whether the current program functions are statutorily required 
and/or are necessary to support the OCR mission in order to determine budget 
priorities and resource allocation. 
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Implementation of these recommendations will enable OCR to effectively align its 
human capital resources by identifying and aligning the skills and abilities of the OCR 
staff with the core processes required to support the mission and strategy of the 
organization.  In addition, a skills assessment will clearly define roles and 
responsibilities by establishing accurate job descriptions and responsibilities for all 
employees within the civil rights organization.  This will also ensure that employees 
either have the appropriate set of skills to perform their designated roles and 
responsibilities, that there is an effective training plan to assist them with acquiring the 
requisite skills, or that other options are explored that are commensurate with their 
existing skillset.  And finally, the implementation of these recommendations will 
improve the morale of the OCR staff by reducing frustrations caused by misaligned 
skillsets.  

 
































































